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ABSTRACT  OF  THESIS
ASSESSING  SATISFACTION  AMONG  CLIENTS  OF A
PROBATION  SERVICE  CENTER
Iris  Burlock
April,  1994
The  Probation  Service  Center  offers  supervision  to  those
probationers  who  are  assessed  as posing  only  a minimal  risk
to  the  community-at-large.  It  was  started  in  Dakota  County
in  April,  1992  as  a viable  means  of  monitoring  this  low-risk
offender  population  by  using  a group  supervision  format.
The  initiation  of  this  program  was spurred  by the  immediate
need  posed  by  burgeoning  casgloads  of  those  providing
traditional  one-to-one  probation.  This  need  became  more
dramatic  in  the  face  of  dwindling  financial  and  human
resources  .
This  research  looks  at  the  operaf  t-he  Protion
Service  Center  from  the  client's  perspective.  A client
satisfaction  survey  was constructed  for  the  purpose  of
ascertaining  how clients  served  by the  Probation  Service
Center  assess  the  service  provided.  The central  goal  for
doing  this  survey  is  to  identify  what  aspects  of  the  program
can  be  modified  to  improve  services  for  the  clients  of the
Probation  Service  Center.
0  [1' I '
IIONE  OF  THE  MOST  COMMON  CHARACTERISTICS  OF  OUTSTANDING
SERVICE  PROVIDERS  IS  THEIR  DEDICATION  TO  MEASURING
CUSTOMER  SATISFACTION  AND  USING  THE  RESULTS  TO  GUIDE
OPERATIONS  . "
-Ron  Zemke,  The  Service  Edqe
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INTRODUCTION
-Becoming  a client  of the  Probation  Service  Center
The  monitoring  Unit  of the  Dakota  County  Community
Corrections  Department  served  over  6,000  individual  clients
in  each  of the  years  of its  operation,  commencing  in  April,
1992.  Offenders  who are  classified  as posing  minimal  risk
to  the  community-at-large  are  assigned  to this  unit  to be
monitored  for  compliance  with  their  court  ordered
conditions.
Within  the  Monitoring  Unit,  probationary  supervision  can be
accomplished  'administratively'  whereas  client  files  are
continually  reviewed  and updated  as  conditions  of  probation
are  met  and the  level  of supervision  changes  -(paper
supervision  is  a  common referent  to this  level  of
supervision) Alternatively,  the  6.5  member  staff  who
comprise  the  Monitoring  Unit  combine-  ef-forts  to  provide
group  supervision  to offenders  who are  assigned  to the
Probation  Service  Center.  Currently,  there  are  about  2,400
active  cases  supervised  through  the  Probation  Service
Center,  a  formidable  task  in  light  of the  staff-to-client
ratio  of  1  to  369.  The  other  counties  in  Minnesota  that
utilize  this  format  of probationary  supervision  for  their
l@wer  risk  offenders  maintain  much  lower  bfAff-to-client
ratios,  usually  between  150-300  cases  per  staff.
xmong  the  explicitly  targeted  goals  that  the  Probation
Service  Center  judges  its  effectiveness  against  has  to  do
with  the  client  flow  in  the  Adult  Supervision  Unit.  In
order  to  optimize  the  supervision  of  these  high  risk
offenders,  caseloads  in  the  supervision  unit  need  to  6e
maintained  at  a  manageable  size.  Currently,  each  probation
officer  is  responsible  for  supervising  an average  of  115
clients.  Although  this  REPRESENTS  a higher  than  desirable
caseload  for  those  supervising  the  high  risk/high  need
offender,  the  number  can  be  controlled  by  changes  in  the
case  classification  system.  This  system  assigns  'points'  to
factors  which  help  the  intake,  staff  assess  the  relative
'risk  level'  and  'need  level'  of  a  given  offender  from  which
they  are  able  to  ascertain  the  level  of  appropriate
supervision.  When  caseloads  in  the  Supervision  Unit  are
running  high,  and  are  deemed  to  pose  a threat  to  the
community-at-large-by-virt-ue  of-i-nadequate  supervision  of
the  high  risk  offender,  the  cut  of-f-  score  can  be
manipul,35Bd,  As  the  amount  of  referrals  from  the  courts  are
Steadily  increasing  in  Dakota  County  it  is  envisioned  that  a
correspondingly  lower  percentage  of  clients  will  receive
direct  supervision.  Offenders  who  do not  receive  a high
risk/high  need  classification  based  on the  risk  to the
community  and  the  need  of  the  offender,  are  sent  to the
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Monitoring  Unit  for  probationary  supervision.  Thus  the I )a l : :
number  of  clients  supervised  by  the  Monitoring  Unit  is
largely  a function  of the  caseload  being  experienced  in  the
Adult  Supervision  Unit.  It  is  therefore  a collaborative
effort  between  units  of  the  Department  of  Community
Corrections  to  maintain  manageable  caseloads  appropriate  to
each  level  of  supervision.
As  the  Probation  Service  Center  enters  its  third  year  of
operation,  the  key  individuals  involved  in  implementing  the
tasks  which  carry  this  program  on  a  day-to-day  basis  are
interested  in  getting  feedback  as  to  the  results  of  their
efforts.
Importance  of  Evaluatinq  Proqram  Implexentation
As  indicators  which  attest  to  the  attainment  of  many  of  the
stated  objectives  of  the  Probation  Service  Center,  - from  a
'goal  attainment'  perspective,  become  increasingly
available,  the  stakeholders  -of  this  program  gain  confidence
that  this  is  a program  which  will  endure.  For  instance,  the
Probation  Service  Center  has  served  to  affect  the  goals  of
decreasing  the  staff-to-client  ratio  of  the  high  risk
offender  by  simultaneously  increasing  the  staff-to-client
ratio  for  the  low(er)  risk  clients  to  at  least  1-to-350.
with  consideration  to  all  of  the  summative  data  that  serves
to  document  effectiveness  from  the  mindset  of  goal
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attainment,  there  i,i"still  a lack  of appr6p'riate  feedback
which  targets  process  and  impact  goals.  Rubin  and  Babbie
(1993)  stress  the  importance  of  evaluating  program
implementation,  even  to  the  exclusion  of  evaluating  program
outcome.  The aforementioned  authors  state  that  "Instead  gf
just  depicting  the  program  as  a  success  or  failure,  it  would
identify  what  went  wrong,  and  could  help  policy  makers
consider  ways  to  improve  the  program's  implementation"
(Rubin  and  Babbie,  1993,  p.556)
PURPOSE  OF  THIS  STUDY
This  research  design  incorporates  objectives  which  are
primarily  descriptive.  Essentially,  the  research  looks  at
the  operations  of  the  Probation  Service  Center  from  the
client's  perspective.  This  paper  provides  a  descriptive
overview  of  the  client  who  participates  in  this  program,  and
ascertain  how  the  clients  assess  many  of  the  key  components
of  service  offered  at  the  Probation  Service  Center.  A
Clierrt-,iatisfac-tion-  S-urvey  was  developed  as  the  instrument
by  which  the  necessary-data  is  collected-  It  was
constructed  with  the  following  questions  in  mind:
Are  the  clients  of  the  Probation  Service  Center
satisfied  with  the  services  they  receive?
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What  aspects  of  the  program  do  the,  clients  find  most
helpful?
What  about  the  Probation  Service  Center  do  client
perceive  as  least  helpful?
What-do  clients  perceive  they  need  to  make  their
participation  as  clients  of  the  Probation  Servic'e
Center  a  more  valuable  experience?
What  can  be  changed  or  modified  to  improve  services  for
the  clients  of  the  Probation  Service  Center?
In  the  pages  that  follow,  this  research  explicates  the
historical  context  out  of  which  the  type  of  probationary
supervision  offered  by  the  Probation  Service  Center  became
necessary.  The  program  characteristics  from  the  planner's
point  of  view  are  presented  along  with  the  formally  stated
goals  and  objectives  that  have  evolved  to  address  the
primary  mission-  of  the  Probation  Service  Center.  This
research  goes  on  to  discuss  the  nature  of  the  population
that  the  Probation  Service  Center  targets,  and  provide
insight  into  the  role  that  relevant  stakeholders  played  in
the  construction  of  the  survey  instrument.  The  factors  that
went  into  the  research  design  are  introduced,  including  the
review  of  the  relevant  literature  upon  which  this  research
builds.  This  research  elaborates  on the  purpose  driving
5
k
J,h:.s  current  research,  and  the  questions  it  seeks  to  %n"'ger.
The  methodology  employed  together  with  the  corresponding
rationale  will  be discussed,  as well  as a presentation  of
the  data  collection  instrument.  The  limitation  inherent  in
the  utilization  of  this  approach  will  also  be  discussed.
The  results  generated  from  the  efforts  of  this  research  will
address  each  of  the  questions  this  study  was  designed  to
I've  accomplished  the  presentation  of  findings
through  the  utilization  of  relevant  graphics  which  cogently
answer.
aid  in  the  organization  and  summarization  of  the  data
collected.  These  results  are  discussed  with  regard  to  the
research  questions  and  the  bearing  that  limitations  of  the
research  design  have  when  considering  the  implications  of
this  study.
Finally,  a presentation  of  the  findings  is  made  that  can
lend  themselves  to  the  enhancement  of  the  services  the
Probation  Service  Center  provides  by  changes  or
--ifi-cations-to  the  program  or  one  of  its  components.  A
discussion  of  'these  implications  to  the  program  design
and/or  implementation  is  presented,  and  recommendations  that
are  suggested  by  the  data  are  offered.
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-The  Evoluti-on  of  "'Probation'
The  historical  origins  of  probation  as  a distinct  method  for
the  treatment  of  offenders  can  be  traced  to  judicial  devices
which  were  extra-legal.  The concept  has been  derived  from  a
practical  extension  of  the  English  common  law,  which  allowed
for  the  provision  of  various  methods  to  conditionally
suspend  the  infliction  of  punishment.  The  increased  'use  of
these  devices  was  most  notably  motivated  by  considerations
of  mercy  in  the  face  of  the  "mechanical  application  of  the
harsh  and  cruel  precepts  of  a  rigorous,  repressive  criminal
law"  which  pervaded  the  United  States  in  the  early
nineteenth  century  (Killinger  and  Cromwell,  1974,  p.l50)
The  English  and  American  courts  devised  means  to  either
suspend  the  imposition  of  a  sentence  ("recognizance"  to  be
of  good  behavior,  and  to  appear  for  judgment  when  called
upon,  provisional  release  on  bail,  etc.  ) or  the  execution  of
a  sentence.  The  use  of  such  devices  is  indicative  that  the
system  of  common  law  jurisdiction  was  flexible  enough  to
allow  for  the  gradual  adjustment  of  contempe-mra-e-t-ices
to  new  needs  and  new  objectives.
In  1841  a  Boston  shoemaker  by  the  name  of  John  Augustus
provided  the  first  services  which  bear  any  resemblance  to
modern  day  probation.  As  a volunteer,  he  asked  the  courts
to  release  certain  offenders  he  thought  he  could  assist.  As
he  was  active  in  various  temperance  societies  which  then
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exist@d,  many of his 'clients'  werdp.@:junkards.  Augustus  wa,ffi
only  interested  in  those  he  felt  were  worthy  of
rehabilitation,  and  those  who  exhibited  the  greatest
likelihood  of  refraining  from  further  criminal  activity
(Champion,  1990)
Many  of  the  practices  that  Augustus  instituted  in  1841  have
apparently  stood  the  test  of  time.  These  would  include  the
screening  process,  interviewing,  and  the  provision  of
supervision  for  those  released.  While  released  into  his
custody  (he  would  provide  the  bail,  if  necessary)  Augustus
would  counsel  his  charges,  and  help  them  locate  housing,
find  employment,  and  work  out  family  difficulties.
'Probation'  as  conceived  by  Augustus  was  the  execution  of
concrete  measures  aimed  at  helping  the  offender  stay  out  of
further  trouble  (Diana,  1960)  . Augustus  was  successful  in
demonstrating  that  more  were  saved  from  the  plight  of  a  life
of  crime  utilizing  his  methods  than  could  be  possible  using
methods  involving  harsh  punishment.  Despite  the  fact  that
his  -kchnique  screened  out  those  who  did  not  give  ample
indica-t-ion  that  they  would  be  good  subjects  for  reform,  thus
skewing  his  results  greatly  on  the  side  of  success,  his
efforts  paved  the  way  for  legislation  which  formally
established  probation  in  Massachusetts  in  1878  (Diana,
1960)  .
8
.%y  of the sentiments  whi-ch impacted penal policy  c
traced  back  to  the  values  offered  by  the  Enlightenment  which
put  a premium  on the  innate  dignity  of the  individual  ,:.T
(Martindale,  1981) Contemporary  visions  which  extol  the
virtues  inherent  in  the  concept  of  probation  owe  much  to  the
pervasive  cultural  patterns  of  that  founding  era.  The
example  of  the  evangelical  reformers  of  the  18th  and  19th
centuries,  whose  convictions  and  humanitarian  sensibi'lities
played  a  crucial  part  in  the  reformative  process  and
encouraged  the  shift  from  institution  based  to  probationary
sentences  (Garland,  1990)
John  Augustus  reflected  all  of  the  social  fervor  of  his  time
and  place.  Powerful  social  movements  which  saw  thematic
issues  were  brought  into  the  spotlight  by  charismatic
leaders  of  the  day.  Some  of  the  key  and  notable  figures
included  Horace  Mann,  Dorothy  Dix,  Theodore  Parker,  and
William  Lloyd  Garrison,  (Alden,  1963) A  few  of  the  issues
these  individuals  embraced  included  the  abolition  of  the
slavery  movement,  the  movement  to  abol-i-s-h-<api-t-a-1
punishment,  the  abolition  of  imprisonment  for  debt,  and-the
prison  reform  movement  (Alden,  1963)
'It  is  not  the  intent  of  this  researcher  to  belabor  on the
historical  path  that  tracks  the  entire  evolutionary  course
of  probation.  The  intention  is  the  portrayal  of  probation
as  a  system  born  out  of  the  dogma  which  was  prevalent  in
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that  era.  Typically,  where  probation  stands  today  similarly
reflects  a balance  between  major  societal  changes  that  have
transpired,  and an interpretation  of community  values.  This
is  not  to say that  there  is not a wide  consensus  among
differing  factions  in  society  as to  the  meaning  and
implications  of criminal  justice.  In  fact,  this  topic  is
one  that  will  elicit  among  the  widest  disparity  of
sentiment.
Our  policy  makers  must  nonetheless  grapple  with  this
divergence  of  opinion  as to  how the  criminal  justice  system
ldefines  its  relationship  to  the  offender  in  terms  of
strategies  to  guide  corrections  programs,  and  simultaneously
reflect  public  sentiment.  It  is  likely  that  current  reports
of  vast  increases  in  violent  crime  have  tainted  the  public
concern  away  from  the  rehabilitative  efforts  of  the  1960's
and  1970'S.  Lawrence  (1991)  reminds  us  that  often  times
We threaten  what  we  cannot  deliver.  We cannot
adequately  monitor  t-ion--rules  f-e-r  all  persons  in
impossibly  large  caseloads  nor  can  we -p-rovide  the
community  protection  which  is  implicitly  promised.  Our
clients  have  long  known  that  these  are  empty  threats.
The  public  has  become  more  aware  that  some  probationers
continue  to  commit  crimes,  and  have  begun  demanding
tougher  sanctions  than  probation  (p.445)
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In  the  face  of  burgeoning  caseloads  experienced  by  those
responsible  for  providing  probationary  supervision,  paired
with  diminishing  human  and  financial  resources,  probation
supervision  has  become  an  impossible  task,  and  a meaningless
sanction.  It  is  virtually  impossible  for  probation  officers
to  adequately  monitor  their  cases,  or  offer  any  helpful
services,  (Lawrence,  1991)
-Demographics  of  Dakota  County
Dakota  County  in  Minnesota,  is  the  fastest  growing  county  in
a  five-state  region.  With  a  42%  increase,  the  population  of
Dakota  County  has  grown  from  194,279  in  1980  to  275,227  in
1990  (1990  Census;  Dakota  County,  Minnesota) The  areas
affected  by  this  growth  have  largely  been  concentrated  in
four  cities:  Apple  Valley,  Burnsville,  Eagan  and  Lakeville.
The  population  growth  experienced  by  these  four  cities  alone
accounts  for  81%  of  the  growth  since  1980.  Additionally,
the  largest  growth  was  seen  in  the  25-44  age  group.  Dakota
County  is  a  largely  white  county,  with  people  of  color
accounting  for  4.7o-.  of  the  total  population.  In  1988  the
average  household  income  was  the  third  highest  in  the  state,
at  §19,353  (Hennepin  County  was  highest  with  an  average
household  income  of !?21,485,  and  Washington  County  second  at
619,  573) And  estimated  8.3%  of  the  residents  were
considered  to  be  economically  disadvantaged  (Dakota  County
Comrriunity  Corrections:  :L994  Comprehensive  Plan)
Augsburg College Lttarary
-yBrview  of  Crime  in  Dakota  County
The  table  below  (Figure  A) illustrates  the total  number  of
crimes  reported  in  Dakota  County  for  the five  year  period
1988-1992.  zn this  period  reported  crime  has increased  28%.
FIGURE  A










SOURCE:  DAKOTA  COUNTY  COMMUNITY  CORRECTIONS
COMPREHENSIVE  PLAN  1992
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Since  1989  when  Dakota  County  began  participation  in  the
Community  Corrections  Act,  there  has  been  a  147%  increase  in
the  number  of  probation/supervised  release  clients  served,
In  addition,  Community  Corrections  provides  a  number  of
programs  and  services  which  serve  as  sole  sanctions  for  some
offenders,  or  they  are  an  additional  sanction  to  probation
supervision. The  Electronic  Home  Monitoring  Program  'serves
as  an  alternative  to  incarceration,  thereby  relieving  some
of  the  pressure  off  the  jail  which  operates  at  or  close  to
capacity.  Other  programs  work  to  decrease  the  jail
population,  such  as  the  Sentencing  to  Service  Program.  This
program  employs  a  work  crew  approach,  and  gives  Dakota
County  inmates  the  opportunity  to  earn  an  early  release.
The  challenge  for  Dakota  County  has  been  in  providing
services  to  a  continually  increasing  number  of  persons  who
enter  into  its  criminal  justice  system,  with  limited
resources  with  which  to  address  this  problem.  The  entire
criminal  justice  system  is  functioning  at  capacity-,-f-r-om  law-




The  Probation  Service  Center
-Not  Only  a  Dakota  County  Phenomenon
The  ISSUES  presented  by  ever  increasing  probation  caseloads
have  not  been  unique  to  Dakota  County.  Nationwide,
assumptions  about  the  delivery  of  probation  supervision  have
been  challenged. Alternatives  to  traditional  supervision
formats  have  been  the  foci  of  many  criminal  justice  and
corrections  specialists  and  policy  makers.  In  several
counties  around  Minnesota,  the  challenge  has  been  met  by
developing  Service  Centers  as  an  alternative  method  of
probationary  supervision.  Service  Centers  have  been
developed  in  Anoka,  Hennepin,  Ramsey  and  St.  Louis  Counties
to  monitor  court  ordered  conditions  of  the  low-risk
---<ffender.  ---Washington  County  has  instituted  the  PACT  PROGRAM
(Probation  A-ctivity  and  Condition  Tracking)  ;  in  Ramsey
County  the  Service  Center  equivalent  is  called  PRISM
(Probation,  Resource,  Information,  Supervision  and
Monitoring) The  Probation  Service  Center  was  initiated  in
Dakota  County  in  April,  1992.
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The  Probation  Service  Center  was  conceived  as  a  coping
strategy  for  providing  adequate  supervision  to  those
offenders  who  are  classified  as low  risk/low  need  and
require  less  contact  and  services.  With  the  introduction  of
the  Probation  Service  Center  in  Dakota  County  the  caseloads
of  offenders  in  the  traditional  supervision  unit  have  been
decreased  from  200  to  110  per  probation  officer.
-Initial  Goals  and  Objectives  of  the  Probation  Service
Center
The  initial  mission  statement  of  the  Probation  Service
Center  reads  as  follows:
The  Probation  Service  Center  will  provide  group
supervision  to  low  and  medium  risk  clients  to  assure
that  there  is  compliance  with  court-ordered  conditions.
Source:  Dakota  County  Community  Corrections
Comprehensive  Plan  1992,  p.3.
The  goals  incorporated  into  t,his  initial  draft  of  the
program  plan  read  as  follows:
To  improve  the  efficiency  of  managing  adult  and
juvenile  caseloads  in  the  Corrections  Department.
To  increase  the  staff  to  client  ratio  for  low-to
medium  risk  clients.
15
ffialljllaalllllliiiliiiili
Y -l .-l To increase  client  contact  and monitori?'g  of  low-
to-medium  risk  offenders.
To decrease  the  staff-to-client  ratio  for  high
risk  clients.
To  develop  offense  specific  programming.
To  demonstrate  client  satisfaction.
To decrease  recidivism  of same/similar  offenses.
To create  and  maintain  a  communication  network
with  Community  Corrections  Department  staff  and
related  community  programs
To  increase  client  accountability.
Source  : Dakota  County  Community  Corrections
Comprehensive  Plan  1992,  p.4.
There  were  a number  of  objectives  intended  to  address  the
above  goals.  Among  them  were  specifications  regarding  the
caseloads  to  be maintained  in  the  Monitoring  Unit,  between
the  'paper  supervision'  function  and  the  Probation  Service
Center.  Again,  in  order  to  suggest  that  adequate
supervision  is  being  provided  for  the  high  risk  client
receiving  traditional  1-to-l  supervision,  the  size  of  the
caseload  carried  in  the  Monitoring  Unit  will  be  affected,
and/or  other  creative  strategies  will  be needed.  For
instance,  the  total  caseload  in  the  Adult  Supervision  Unit
(traditional  1-to-l  supervision)  has  witnessed  an  increase
of  400  clients  from  this  same  point  last  year;  the  total
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unit  caseload  going  from  975  in  1993  to  1,376  in  1994.  The
I .t,
average  caseload  per  probation  officer  has  gone  from  86  in
1993  to  125  in  1994  ;  considered  to  be  40  clients  over  the
standard.  To  accommodate  this  increase  with  the  current
number  of  staff  available,  a  plan  to  reduce  the  time
allotted  per  client,  according  to  risk  factor,  had  been
established.  It  is  widely  felt  that  the  high  risk  offender
is  not  receiving  optimum  supervision.
Among  the  other  objectives  of  the  Probation  Service  Center,
the  one  that  strikes  this  researcher  as  significant  for  its
apparent  interrelationship  with  other  units  in  this  system
regards  client  attendance  at  the  Probation  Service  Center
meetings.  The  objective  is  to  maintain  an  attendance  rate
of  65%  at  the  Probation  Service  Center.  It  is  interesting
that  if  attendance  is  maintained  at  65%;  that  is  less  than
2/3  of  clients  scheduled,  the  goal  of keeping  clients
accountable  to  the  terms  of  his/her  court  ordered  conditions
will  be  achieved.  After  all,  these  are  mandatory  meetings
for  persons-  court  ordered  to  belhere  ona-  -ed  date,
every  four  months.  It  is  rare  that  people  are  found  to  be
in  violation  of  probation  for  reasons  related  to  bad
attendance  alone. It  has  been  the  experience  of  the  staff
working  with  this  population  since  its  inception  that  when
there  is  consistently  bad  attendance  it  is  mainly  paired
with  other  things  going  on  which  prevent  them  from
addressing  the  conditions  of  their  probation.  Not  meeting
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these  conditions  in  a timely  fashion  is cause  for  a
probationer  to be  found  in  violation  of the  terms  of his/her
probation  agreements,  and to be brought  back  into  court.
-Client  Flow
Following  is  a flow  chart  (Figure  B) which  outlines  the  key
steps  a  client  would  take  once they  are referred  to t'he
Probation  Service  Center  for  his/her  supervision;  (clients
traditionally  are  assigned  to the  Monitoring  Unit  through
application  of  the  risk/need  classification  system,  as was
previously  discussed) Some  of  those  that  receive  a  score
which  is  indicative  of minimum  risk/need  attributes  may be
sent  directly  into  the  files  for  administrative  or 'paper'
supervision.  This  may be the  case when the  court  ordered
conditions  are  minimal,  such  as needing  to take  one class  to
meet/complete  the terms of their  probation.  Other offenders
in  the  Monitoring  Unit  will  be assigned  to the  Probation
Service  Center  for  their  supervision.  They  will  be
scheduled  to  attend  the  next  orieritation  session,  and




SOURCE:  DAKOTA  COUNTY  COMMUNITY  CORRECTIONS
COMPREHENSIVE  PLAN  1992
At  the  initial  group  session  the  expectations  covering  both
the  probation  officers  and  the  clients  are  elaborated.  The
client  is  then  given  the  date  he  or  she  are  next  expected  to
attend  the  Probation  Service  Center.  They  will  be  advised
by  a  probation  officer,  on  an  individual  basis,  what
progress  the  person  will  be  expected  to  document  as  far  as
fulfilling  the  terms  of  their  probation.  The  week  or  so
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prior  to this  groups  next  meeting,  the  Probation  Service
Center  staff  will  review  all  files  and data  bases  and
l '  +:)  '
determine  if  there  is  need  to  meet  with  an individual  at  the
upcoming  session.  If  a client  is  complying  with  the
court/probation  conditions,  he/she  will  meet  as  a group  for
a brief  informational/educational  session,  after  checking  in
to  have  attendance  documented,  and  the  date  of  the  next
meeting  assigned.  Others  will  be  required  to  meet
individually  with  a probation  officer  to  follow-up  on  their
compliance  with  court  orders.
Once  all  conditions  have  been  met  and/or  the  expiration  of
their  period  of  probation  is  drawing  close,  the  case  will  be
referred  for  'administrative  supervision'  for  the  duration.
Some  cases  may  be referred  for  early  discharge.  Currently,
Probation  Service  Center  clients  are  encouraged  to  expedite
the  completion  of  their  court  ordered  conditions,  with
his/her  transfer  to  'paper  supervision'  being  offered  as  an
incentive;  i.e.  the  person  need  not  meet  again  unless  there
has  been  a  new  offense.
The  Program  Hypothesis:  Not  all  offenders  need  a  lot  of
supervision  -
When  programs  are  designed,  hypotheses  are  proposed
(Kettner,  Moroney  and  Martin,  1990).  The  crudest  of
'hunches'  that  by  doing  'A',  a  difference  in  'B'  will  be
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effected,  is  still  a  statement  which  incorporates
expectations  for  outcome  into  the  planning  process.  And  so
too,  with  the  Probation  Service  Center  in  mind,  it  has  been
affirmed  that  'if. . then. assumptions  are  built  into  the
program  design,  and  are  reflected  to  some  degree  by  the
formal  goals  and  objectives.  For  instance,  the  concept  upon
which  the  Probation  Service  Center  stands  is  predicated  on
the  notion  that  not  everyone  needs  to  be  supervised  as
intended  by  the  traditional  model  of  probationary
supervision.  The  operating  hypothesis  here  is  that,  perhaps
only  those  who score  in  the  top  25% of the  risk/need
classification  need  to  be actively  supervised.  A  corollary
to  this  proposition  might  state  that  75%  of  all  those
referred  by  the  court  to  be  on probation  are  able  to  satisfy
the  conditions  of  their  probation  with  minimal
intervention/  supervision.
A  test  of  this  hypothesis  would  be  expected  to  produce
results  which  would  substantiate  that  those  comprising  this
75%  would  have-Jene-only-as  we-l-1,  or  not  even  as  well  as
they  did  while  receiving  minimu-m-supervision;  i.e.  their
'accountability'  would  not  have  been  demonstratively  better
or  improved  by  virtue  of  the  increased  supervision.  Thus,
by  skimming  off  25-o. with  scores  placing  them  in  the  greatest
risk  and  need  category,  one  is  left  with  a  population  which
can  be  responsible  for  completing  the  terms  of  probation  and
be  discharged.  Although  the  data  available  is  insufficient
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to prove  this  is in fact  the case,  from  a  stA'eistically
significant  vantage  point,  one can  draw  on other  items  to
stand  as  indicators  of  program  effectiveness;  eg.  the
number  of  cases  that  are diverted  from  violation,  the  number
of  people  who  'graduate'  down  to  administrative  supervision,
etc.
The other  side  of  this  program  hypothesis  coin  is  the
expectation  that  by  skimming  off  this  large  pool  of
offenders  with  the  lowest  risk/need  scores  and  providing
them  with  supervision  delivered  in  a  group  format  we  then
enable  manageable  caseloads  for  those  in  the  high  risk/need
category;  for  those  needing  the  increased  investment  of  time
provided  by an individual  probation  officer.  Again,  the
implementation  of  this  facet  of  the  program  design  has  the
overriding  goal  that  if  the  lower  risk  offender  is  sorted
out,  and  supervision  is  accomplished  within  a  group  format,
that  will  enable  more time  for  those  with  higher  risk/need
classifications.  These  higher  risk  offenders  are  thought  to
need  quality  supervision  time  in  order  to  be  impacted  by  the
probationary  process.
-The  Target  Population
In  1990  Dakota  County  developed  an  instrument  by  which
standards  were  set  for  referrals  into  the  corrections
system.  It  is  based  on  criteria  which  weigh  the
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individual's  likelihood  to  pose  as  a  threat  to  the
community-at-large  if  allowed  to  reside  within  it.  The
other  considerations  which  are  factored  in  relate  to  the
scope  of  the  'need'  for  supervision  and services  exhibited
by the  client.  This  is  an assessment  based  on  a combination
of  the  client's  cumulative  record,  and  a  summation  of
his/her  expressed  need.
A cut-off  score  js  assigned,  and  is  used  to  ferret  out  those
clients  who  have  the  greatest  need  for  traditional
probationary  supervision.  As  it  is  based  on  numerical
indicators  for  the  various  factors  that  in  combination,
result  in  a risk/need  classification  score,  it  is  also
subject  to  manipulation  as  the  need  for  caseload  management
dictates.
The  target  population  for  the  Probation  Service  Center
clientele  are  those  offenders  who  are  classified  as  posing
the  lowest  risk  to  the  community-at-large.  This  encompasses
bothl-t-  and--j-uvene  offenders,  although  they  are
programmed  and  monitoren  separate  from  each  other.
-Possible  Points  of  Entry  into  Program
Besides  coming  direct  from  court  sentencing,  there  are  other
points  of  entry  into  the  Probation  Service  Center.  Clients
may  have  been  in  the  direct  supervision  unit  for  a  period,
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mother  way clients  enter  the Dakota  County  Probation
g,-ld  the supervising  officer  may recommend that  a client  be
zgraduated  down'  or transferred  to the less  intrusive  form
0f  supervision.  This  usually  occurs  after  a client  has
5enefited  from participation  in offense specific
p-(ogramm'xng,  as with  sex offenders,  or has had the
3ssistance  of a probation  officer  in addressing  his/her
issues,  and has made progress  indicative  of being
5ignificantly  impacted  by the intervention.
5Brvice  Center  is the result  of a transfer  from other
5tatesi  Or from other  counties  within  Minnesota.  There  are
specific  criteria  established  for  any client  to meet in
order  to be considered  for  a transfer  of supervision  to the
probation  Service  Center.
-Monitoring  Unit  Staff
Currently,  the  Monitoring  Unit  is  comprised  of  nine
individuals,  plus  one  Unit  Supervisor  whose  combine#f-arts--
are  responsible  for  all  the  ongoing,  day-to-day  functions
involved  in  monitoring  over  3,300  clients  assigned  to  this
unit.  Interns  and  volunteers  play  an  important  part  in
contributing  to  the  collaborative  effort  and  achievements  of
this  unit
The  Monitoring  Unit  has  had  the  benefit  of  being  allotted
two  additional  staff  in  1994  to  function  as  case  aides.  The
case  aides  are  primarily  responsible  for  monitoring  those
who  have  been  placed  on,  or  moved  to  administrative
supervision. With  the  addition  of  these  two  staff,  the
staff-to-client  ratio  has  been  greatly  reduced  for  those
functioning  within  this  category  of  supervision,  be  it
client  or  staff.  With  the  expanded  capacity  falling  within
this  administrative  component,  clients  assigned  to  the
Probation  Service  Center  are  being  motivated  to  complete
their  conditions  in  a  timely  fashion  so  they  can  be  moved
down  to  this  administrative  status.
The  Probation  Service  Center  is  staffed  by  six-and-a-half
(6.5)  employees.  Three  of  the  persons  assigned  to  the
Probation  Service  Center  are  probation  officers.  The
operational  distinction  between  those  who  are  probation
officers,  and  the  others  who  are  assistant  probation
officers  is  clearer  when  considering  that  an  important  task
of  the  Probation  Service  Cen-ffl  te-eHscerriwhich
offenders  are  to  be  found  in  violation  of  thei-r  probation
and  referred  back  to  court.  The  violation  order,  and
recommendations  that  follow  are  the  job  of  a probation
officer.  Conversely,  the  probation  officers  working  for  the
Probation  Service  Center  try  to  divert  as  many  offenders
from  impending  violation  as  is  feasible.
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CHAPTER  III
THE  LITERATURE  REVIEW
The  primary  evaluation  task  is  to  establish  what  the  levels
of  satisfaction  are,  with  regard  to  many  facets  of  the
Probation  Service  Center,  from  the  client's  point  of  view.
With  the  precept  that  Henerson,  Morris  and  Fitz-Gibbon
(1987)  offer,  that  "every  program,  after  all,  produces
attitudes"  in  mind,  this  work  presents  the  culmination  of  an
effort  to  establish  the  validity  of  utilizing  this  approach
to  assessing  client  satisfaction  within  this  milieu  (p.ll)
-The  Importance  of  Assessing  Client  Satisfaction
Garber,  Brenner  and  Litnin  (1986)  concur  that  client
satisfaction  can  be  an  important  indicator  of  the  quality  of
social  work  service.  They  ask  succinctly  "what  do  our
clients  think  of  us?"  and  go  on  to  explain  that-'-the-a-n-swer  -
to  this  question  must  be  included  i,n  any  thorough  assessment
of  the  value  of  social  work  services  and  in  planning  for
future  service  delivery"  (p.l3) In  addition  to  providing
the  answers  to  questions  tailored  to  this  program's  needs,
they  were  addressing  the  goal  of  conveying  to  their  clients
the  value  and  respect  that  program  officials  had  for  their
opinion.
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The  sentiment  demonstrated  by Garber,  Brenner  and Litnin  has
been  demonstrated  in  a study  by Mary  Russell,  who  is  wary
that  (social  service)  program  evaluators  have  given  adequate
attention  to  measures  of  client  satisfaction.  Russell
states  that  "measures  of  consumer  sgtisfaction  have  been
largely  ignored,  perhaps  indicating  the  low  value  placed  on
client  judgment.  When  consumer  satisfaction  measures  have
been  included,  their  utility  has  been  limited  by  their
global  nature,  yielding  little  specific  data  on  how  services
could  be  improved"  (1990,  p.43).  Russell  is  optimistic  that
there  is  a  rise  in  consumerism  that  social  services  delivery
systems  will  be  impacted  by,  and  feels  that  "The  addition  of
the  consumer  perspective  has  been  increasingly  recognized  as
necessary  to  provide  a  comprehensive  service  evaluation"
(p.45)
tarsen,  Attkisson,  Hargreaves,  & Ngyen  (1979)  also  argue  for
the  need  to  include  the  client  perspective.  They  maintain
-that:-
Ev-aluation  that  leaves  out  the  distinctive  and  separate
consumer  perspective  is  incomplete,  potentially  biased,
and  likely  to  be  supplier  dominated.  Since
disadvantaged  clients  rarely  have  the  luxury  of  choice
or  the  ability  to  apply  negative  sanctions  or  penalties
when  dissatisfied,  they  have  little  impact  on  service
quality,  adequacy  or  appropriateness.  Only  by
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systematically  soliciting  client  feedback  that  is
comprehensive  and informative,  can  the  irnbalance  in
influence  between  consumers  and  suppliers  of  social
services  be  rectified  (p.l98)
Levokoff  and  Deshane  (1979)  suggest  that  factors  such  as  low
client  status,  lack  of  client  control  over  the  course  of
service  delivery  practices,  and  helplessness  in  the  face  of
mandatory  services  all  combine  to  inhibit  valid  expressions
of  opinion  (p.  56)
In  his  comprehensive  treatise  intended  for  the  practitioner
who  works  with  involuntary  clients,  Rooney  (1992)  elaborates
on  the  unique  nature  of  the  intervention  dynamic  when  the
client  is  perceived  to  be  resistant  to  the  services  offered
by  a  practitioner.  This  is  often  the  case  with  non-
voluntary  relationships.  In  this  setting  the  client  feels
compelled  and  pressured  to  remain  in  the  client-role  by
other  forces  which  are  influential  in  one's  life,  such  as
one's  family  or  job.
Mandated  clients  must  work  with  a practitioner  or  an  agency
they  represent  because  they  are  legally  mandated,  or  court
ordered  to  do  so.  Rooney  (1992)  discusses  how  the  loss  of
freedom  is  a  dynamic  in  the  legally  mandated  transaction.
It  is  suggested  that  the  degree  to  which  the  mandated  client
interprets  the  transaction  as an impingement  on his/her
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freedom  is  largely  personal,  and  a  matter  of  the
individual's  perception.  Rooney  reminds  us  that  "By
definition,  legally  mandated  transactions  involve  fate
control  with  either  coercive  or constraining  pressures  or
both"  (p.  28)
-The  Mindset  of  the  Mandated  Client
This  researcher  feels  that  in  all  due  respect  to  the
stringency  of  the  methodological  approach  a  researcher
employs  to  collect  his/her  data,  there  is  a  limitation
placed  on the  validity  of  any  findings  due  to  the  dynamics
which  come  into  play  when  one's  subject  is  an  involuntary
client.  Rooney  (1992)  elaborates  on  the  lengths  a
researcher  must  go to  ensure  that  the  strictest  of  standards
are  being  pursued  and  enforced.  He  also  warns  that:
There  are  special  problems  in  the  application  of
informed  consent  principles  to  involuntary  clients
since  their  ability  to  provide  informed,  -competent
consent  without  force  or  duress  cannot  be  assumed.
Mandated  clients  in  restricted  environments. may  be
especially  susceptible  to  small  inducements  such  as
being  excused  from  a work  assignment.  Similarly,  non-
voluntary  clients  may  find  that  the  request  to
participate  in  research  comes  from  a  person  with
power.  "  (p.  76  )
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The  role  that  any  person  placed  on probation  assumes  is  that
of  the  involuntary  client;  there  is  no  legal  alternative  to
their  mandated  participation.  In  the  case  of  the
probationer,  they  are  required  to  report  to  a  mandated
agency.  This  includes  the  clients  of  the  Probation  Service
Center  who  too  must  be  thought  of  as  having  adopted  the
mindset  of  the  involuntary  client.  This  client  may,  to
varying  degrees,  feel  a  sense  of  coercive  pressure  in  any
request  made  of  him/her,  for  fear  of  repercussions  for  non-
compliance.  The  invitation  to  the  Probation  Service  Center
clients  to  participate  "voluntarily"  in  this  survey
research,  conforms  to  the  ethical  guidelines  for  use  of
involuntary  clients  as  the  subjects  of  research.  Yet,  one
must  still  question  if  the  meaning  attributed  to  the  word
"voluntary"  will  lead  to  compliance  a researcher  would  not
be  apt  to  get  from  any  other  population.
Melton,  Petrala,  Poythress  and  Slobogin  (1987)  concur  that
involuntary  clients  must  bynted-with-The  clear  facts
when  any  request  is  made  involving  their  righ-t-  to  make  an
informed  choice.  This  should  provide  a reasonable
opportunity  to  decide  whether  or  not  to  participate.
However,  according  to  Melton,  et.  al.  "the  available
research  raises  substantial  doubt  as  to  whether  most
consent. is  truly  voluntary"  (p.255)
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With  apparent  sensitivity  to  what  this  researcher  refers  to
as  'the  captive  audience  effect'  Rooney  sought  a  balance
that  would  address  the  practical  considerations  of  the
benefit  to  society  that  specific  research  might  yield,
against  a  continuum  of  informed  consent  protection  where
risk  for  participants  is  a  relevant  factor.  The  following
guidelines  resulted  from  Rooney's  consideration  of  both  cost
and  benefit  to  involuntary  clients  and  to  society:
1. Consent  must  be  sought  from  persons  competent  to
provide  it. .The  request  for  consent  must
include  an  appraisal  of  possible  discomforts,
risks,  benefits,  and  alternate  procedures.
2. Consent  must  be  volHntary,  free  from  coercion  or
undue  influence.
A  review  panel  should  assess  potential  for  duress  in
securing  consent  in  both  mandated  and  non-volunta-ry
settings.  Such  an  assessment  should  inc-lude:
a. Use  of  inducements  must  avoid  an unwarranted
effect  on  the  decision  to  participate.
b. Implied  influence  should  be  avoided  by  making  sure
that  the  person  requesting  research  participation
does  not  have  an  authority  relationship  with  the
client.
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It  should  be  explicit  that  there  will  not  be  more
favorable  treatment  for  those  who  agree  to
participate  in  research  or  unfavorable  for  those
who  decline.
Participants  must  be  free  to  withdraw  consent  at
any  time.
Confidentiality  of  information  shared  in  research
must  be  guaranteed.
The  research  should  yield  results  not  obtainable
in  less  obtrusive  ways  such  that  any  discomfort  or
risk  to  participants  must  be  outweighed  by
benefits  to  society.
Deception  should  be  avoided  or  minimized  by
debriefing  participants  after  research
participation  (Rooney,  1992,  p.77-78)
This  foregoing  discussion  has  its  implications  for  the
current  research.  The  literature  supports  inclusion  of
client  input  towards  addressing  the  objective  of  maintaining
optimum  services  (Garbe-r-  a-l-,-  1986-#-  Larsen,  et al.
1979;  Russell,  1990).  Rooney  (1992)  agrees  that  there  is
virtue  in  the  contribution  to  knowledge  that  research
enables,  but  is  wary  that  the  context  of  research  using
involuntary  clients  poses  elements  that  threaten  the
reliability  and  validity  of  the  findings
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Joan  Petersilia  (1991)  feels  that  corrections  re,search  has
been  too  conservative,  the  methodology  flawed,  and  the
results  it  yields  are  unfounded.  Petersilia  discusses  these
efforts  in  a much  discouraging  vein  in  that:
The  vast  majority  of  corrections  research  is
descriptive,  not  evaluative.  Yet  policyholders  and
practitioners  typically  want  answers  to  the  ques'tion:
"Did  the  program  work?"  Answering  that  question
requires  credible  program  evaluations,  which  are  rare
in  criminal  justice.  Even  when  program  evaluations  are
attempted,  researchers  and  practitioners  often  fail  to
create  adequate  control  groups.  In  other  words  they
end  up  comparing  apples  with  oranges,  and  the
conclusions  remain  ambiguous  at  best  (p.24)
Far  from  the  camp  that  espouses  treading  lightly  with  upmost
attention  to  ethical  barriers,  Petersilia  (1991)  goes  as  far
as  to  advocate  for  the  withholding  of  treatment  of  one  group
in  order  to  set  up  an  adequate  control  group.  It  is
Petersilia's  feeling  that  corrections  research  ought  to  be
more  practitioner  friendly,  and  practical.  To  this  end  she
purports  that:
It  is  nearly  impossible  to  assess  program  effectiveness
unless  one  engages  in  more  active  research,  in  which
the  researcher  manipulates  the  assignment  of  cases  into
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the  comparison  groups,  so that  the  two'  gtudy  groups  are
equivalent  in  all  aspects  except  that  one  group  is
given  a  treatment  and  the  other  group  is  not.  Any
subsequent  change  observed  in  these  groups  can  then  be
attributed  with  a high  degree  of  confidence  to  the
difference  in  treatment  (p.25)
Aside  from  the  fiscal  considerations  with  regard  to
implementing  the  sort  of  "active"  research  Petersilia
prescribes,  this  researcher  would  have  felt  more  comfortable
listening  if  there  was  even  a  lip-service  level  of  attention
to  the  ethical  considerations  that  Rooney  (1992)  speaks  of
when  the  subject  population  is  comprised  of  mandated
clients.
-Evaluation  Research  in  Corrections
Amidst  all  the  debates  between  the  opposing  philosophical
camps,  the  questions  on  the  forefront  of  the  minds  of
policyholders-anf-p-ra-c-tV-tioners  alike  remain  unanswered.
Essentially,  people  with  a  stake  in  the  answers  continue  to
ask:  What  works?  With  whom?  Why?  A review  of  the  literature
does  indicate  a  number  of  studies  which  set  out  to  provide
such  information  about  current  trends  in  corrections.
Petersilia  and  Turner  (1992)  targeted  one  of  the  community
corrections  programs,  'intensive  supervision  probation'
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(ISP)  and  set  out  to  evaluate  the  effectiveness  of  this
approach.  It  would  stand  to  reason,  however,  that  more
intensive  monitoring,  and  an  increase  in  the  number  of
conditions  of  probation  would  inevitably  lead  to  an  increase
in  recidivism,  the  traditional  standard  for  judging  success
in  corrections.  Evaluative  research  must  move  beyond  using
recidivism  as  a primary  indicator  of  performance.  That  is
to  say  that  assessments  which  strive  to  make  judgment's  about
a  program's  effectiveness  ought  to  incorporate  the  array  of
components  that  comprise  the  entire  process  within  it.  In
addition  to  the  summative-like  conclusions  that  a  measure  of
the  program's  recidivism  rate  might  produce,  and  assessment
of  success  should  also  look  to  the  'soft  data'  that  can  add
other  dimensions  to  the  traditional  view  of  effectiveness.
With  regard  to  the  Petersilia,  et  al.  evaluation  of  the
intensive  supervision  probation  (ISP)  implemented  in
California,  Gerald  Buck  (1989)  comments  that  "A  success
rate  far  below  the  traditionally  accepted  level  may  be
appropriate,  considering  t-he  character  of  the  probationer,
the  level  of  risk  taken,  and  the  operational  goals  of  the
program"  (p.69).  In  the  evaluation  of  the  ISP  just  alluded
to,  interviews  were  conducted  by  researchers,  with  44
probationers,  half  of  whom  were  assigned  to  the  ISP
SupeThiSiOn,
supervision.
and  the  other  half  were  under  regular
The  purpose  of  these  interviews  was,  according
to  Buck  "to  learn  more  about  such  offenders"  and  get  their
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been  no  way  of  measuring  the  long  term  impact  that-
involvement  in  the  Probation  Service  Center  has  meant  for
its  clients,  it  is  noteworthy  that  a  very  large  percentage
complete  their  probation  successfully.  For  example,  one  of
the  initial  indicators  of success  of the  needs/risk
classification  instrument  used  to  ferret  out  those  clients
eligible  to  participate  in  the  Probation  Service  Center,  was
established  along  the  lines  of  what  Dr.  Andrews  presc'ribed.
The  initial  objective  for  the  Probation  Service  Center  was
to  achieve  a  success  rate  of  80%  of  all  those  clients  who
were  assigned  to  this  program  for  his/her  supervision.  This
'success  rate'  indicated  completion  of  all  court  ordered
conditions  without  any  further  court  involvement.  It  was  an
unexpected  surprise  that  of  the  first  caseloads  to  be
supervised  by  the  Probation  Service  Center,  93%  did  SO
successfully.  With  the  current  demand  placed  on  the
Probation  Service  Center  to  increase  its  total  caseload,
staff  are  not  as  optimistic  that  this  level  of  success  can
continue-t-o-be  ac-h-i-eved-7-and  that  80% is  perhaps  more
realistic.  This  is  predi-c-ated  on  an adjusted  increase  in
the  risk/needs  score  to accommodate  more  clients.
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-The  ffParall'el  Process"
MaryJo  Heieren,  supervisor  of  the  Monitoring  Unit  of  the
Dakota  County  Corrections  Department,  was  especially
affected  by her  past  professional  experiences  working  with
clients,  in  both  voluntary  and  non-voluntary  settings.  She
has  worked  with  the  Probation  Service  Center  in  Dakota
County  through  most  of  its  formative  stages,  and  has  'made
reference  to  the  influence  of  Anthony  Bibus,  then  a  co-
worker  at Dakota  County,  for  having  introduced  the  concept
of  the  "parallel  process"  Essentially,  Ms.  Heieren
(personal  communication,  April  5,  1994)  has  stated  that  "I
really  want  to  know  how people  feel  they  are  being  treated.
I  have  observed  that  how people  feel  they  are  treated  will
make a difference  in  the  resul't.  "  She has  applied  the  same
ideology  espoused  by the  parallel  process  to  help  define  and
shape  the  nature  of the  interrelationships  within  her  unit.
Rooney  (1992)  discusses  the  implications  of  job  burnout
experienced  by huma-n service  professionals.  From  a search
of the  literature  he  has  consistently  found  "that  higher
levels  of  burnout  are  associated  with  negative  ratings  of
aspects  of  the  work  environment,  such  as  level  of  autonomy,
comfort,  challenge,  client  contact,  and  coworker  support"
(p.  315  ) . As  such,  Rooney  has  found  that  the  dynamics
inherent  in  the  relationships  between  staff  and  supervisor
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are  often  times  'paralleled'  in  the  relations  between  staff  -'
and  client.  He  explains:
Organizational  styles  that  emphasize  compliance  methods
and  distrust  of  staff  may  be  reproduced  in  similar
practitioner-client  interactions.  On  the  other  hand,
managers  and  supervisors  who  treat  staff  with  respect,
separate  negotiable  from  nonnegotiable,  respect  free
choices  in  other  areas,  may  find  that  practitioners  are
more  likely  to  use  empowering  strategies  with  clients
(p.325).
Hence,  Ms.  Heieren,  consciously  engineered  the  patterns  of
relationships  between  members  of  her  unit  as  she  would  like
to  see  replicated  in  the  staff.interactions  with  clients.
Russell  (1990)  similarly  feels  that  clients  are  more  "likely
to  be  more  critical  when  the  professional  lacks  caring,
compassion  or  interest  than  when  the  same  professional  fails
to  take  appropriate  or  requisite  action  on  their  behalf"
t4-6  )
-Confusion  Felt  by  Agency  and  Community
In  the  face  of  burgeoning  numbers  of  offenders  entering  the
criminal  justice  system,  the  deleterious  impact  of  prison
overcrowding  has  been  felt  by  the  trickle  down  effect  into
the  probation  system.  The  call  for  creative  alternatives  to
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incarceration  have  wit='nessed  the  initiation  of  many
community  based  programs  offering  probation  supervision.
These  new  programs  have  evoked  reaction  from  various
factions  who  look  for  divergent  outcomes  from  any
correctional  efforts.  Confusion  over  goals,  or  a  clouded
sense  of  purpose  has  permeated  the  system  such  that  it  has
become  a loaded  question  to  even  ask  'who  is  the  client?'
This  is  a  question  that  must  be  grappled  with  by  the  program
developers  and  policyholders  alike,  who  are  met  with  a
barrage  of  like-minded  inquiry.  Clear  and  Rumgar  (1992)  are
sensitive  to  the  arnbivalence  with  which  probation  in  the
United  States  embraces,  and  search  for  a  sense  of  clear
mission.  They  explain:
Uncertain  whether  the  job'  it  had  undertaken  was
supposed  to  prevent  crime,  protect  communities,  or  help
criminals,  the  field  was  caught  in  the  breach  when  the
plethora  of  st'udies  questioning  any  effect  of
supervis:ion  on  offender  behavior  poured  forth.  Because
the  USS.  debate  about  the  probation  mission  had  a
longer  tradition  of  recognizing  public  accountability,
the  failure  of  probation  was  seen  not  as  a failure  with
regard  to  offenders,  but  a  failure  with  regard  to
community-the  people  who  pay  the  costs  of  probation.
Thus  the  question  facing  probation  engaged  the  jugular:
How  could  probation  re-establish  itself  to  serve  the
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needs  of its  "client"---the  public  who  pays  the  tab?
(P.6>
There  has  been  research  conducted  close  to  home  by  the
University  of  Minnesota  Center  for  Survey  Research  in
October  and  November,  1991.  The  survey  touched  upon  the
views  of  825  Minnesota  adults  regarding  issues  of  crime  and
punishment.  The  results  of  this  survey  revealed  a  far  less
punitive  attitude  than  anticipated.  Four  out  of  five
Minnesotans  polled  favored  the  expenditure  of  public  dollars
towards  strategies  for  crime  prevention  (education,  job
training  and  community  programs)  as opposed  to  building  more
jails  and  prisons  to  control  crime.  In  addition,  those
surveyed  were  asked  "if  you  were  the  victim  of  a  burglar,
and  !91200  worth  of  property  was  stolen,  would  you  favor  a
jail  sentence  for  the  offender,  or  favor  a  combination  of
probation  and  restitution  for  the  value  of  the  property
lost?"  (p.2) Nearly  75%  of  those  responding  thought
restitution  to  be more  important.  Pranis  and  Umbreit  (1992)
----comment  that  the  results  of  this  survey  seriously  challenge
the  ass-u--mption  that  the  public  wants  tougher  responses  to
crime  reflected  in  harsher  sentencing.  They  conclude  that:
The  results  of  this  poll  uniformly  reflect  a  far  less
vindictive  attitude  toward  offenders  than  is  commonly
assumed.  Responses  reveal  a  greater  public  interest  in
restitution  and  prevention  than  in  retribution.  They
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also  indicate  low  public  confidence  in incarceration  as
an effective  strategy  to  reduce  crime.
The traditional  concerns  of the  public  for  safety  and
holding  offenders  accountable  are  reflected  in  this
poll,  but  not  in  the  simplistic  terms  commonly
attributed  to  the  public.  Results  indicate  a  greater
public  interest  in  personal  accountability  to  th:e
victim,  through  restitution  and  face-to-face  meetings
with  the  victim,  than  in  retribution  through  jail  or
prison  sentences.  Public  safety  is  seen  as  an  outcome
of  education,  job  training  and  community  programs
rather  than  incarceration  (p.3)
-Restorative  Justice
The  philosophical  paradigm  that  seems  to  be  reflected  by  -the
aforementioned  public  opinion  survey  appears  to  be  congruent
with  the  model  that  embodies  the  principles  of  a  criminal
justice  reform  movement  called  'restorative  justice' This
--model  views  crime  as  a  conflict  between  the  victim  and  the
offender,  as  opposed  to  the  traditional  approach  which
largely  holds  the  offender  accountable  to  "the  state"  The
'public  expressed  strong  support  for  restitution  for  victims
(Pranis  and  Urnbreit,  1992)  and  involvement  in  victim
offender  mediation  programs.  The  restorative  justice  model
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places  a  higher  priority  on  the  restoration  of  the  victim
than  on  retribution.
Moreover,  Dakota  County  was  one  of  three  national  sites
selected  to  receive  technical  assistance  from  the  Office  of
Juvenile  Justice  Delinquency  Prevention  (OJJDP)  in  order  to
learn  more  about,  and  implement  the  principles  underlining
the  restorative  justice  paradigm.  To  this  end,  all  s'taff  of
the  Dakota  County  Community  Corrections  Department  were
required  to  attend  a  series  of  restorative  justice
trainings.  The  goal  was  for  the  staff  to  benefit  "from  the
information,  which  will  be  helpful  as  we  turn  our  attention
to  our  mission  and  how  we  can  deliver  a clearly  articulated
and  effective  correctional  service"  (Carey,  Memorandum:
Restorative  Justice:  The  Balanced  Approach,  Sept.  27,  1993)
In  summation,  this  researcher  would  like  to  present  some  of
the  additional  precepts  of  the  restorative  justice  framework
which  will  eventually  be  received  by  the  clients  who  are
served  by  Dakota  County  Corrections-staff.-  Some of  the  main
assumptions  inherent  in  this  model  include  -t-he  following:
Crime  results  in  injuries  to  victims,  communities  and
offenders.
All  parties  should  be  included  in  the  response  to
crime-victim,  offender,  community.
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* Accountability  is  based  on accepting  responsibility  and
repairing  the  harm  done.
The primary  goal  of the  criminal  justice  system  within  this
framework  is  to  restore  the  victim,  the  community  and  the
offender  to  a  state  of  wholeness  to  the  maximum  degree
possible.  Effectiveness  would  be  measured  by  the  reparation
achieved,  not  the  punishment  inflicted.
The  Citizens  Council  in  Minneapolis  prepared  a  packet
containing  informational  handouts  explicating  the
restorative  justice  process. This  researcher  extracted  a
few  pieces  which  bear  on the  practices  of  those  involved
with  the  Probation  Service  Center,  and  have  implications  for
how  we  think  about  corrections  in  general.  A few  of  the
noteworthy  differences  about  the  restorative  justice  model
are  :
Restorative  justice  sets  a  higher  priority  on
restoration  of  the  victim  than-on  punishment  of  the
offender.
Restorative  justice  holds  the  offender  directly
accountable  to  the  victim.
Restorative  justice  involves  the  entire  community  in
holding  the  offender  accountable  and  in  healing  the
victim  and  offender.
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Restorative  justice  recognizes  community  responsibility
for  social  conditions  which  impact  offender  behavior.
A neighboring  county  in  Minnesota  was the site  of the  first
Probation  Service  Center  in  Minnesota.  Anoka  County
Community  Corrections  initiated  this  innovative  means  of
providing  supervision  to  its  low  and  medium  risk-level
offenders.  The  stimulus  for  introducing  thjs  form  of
probation  was  the  same  for  Anoka  County  in  June,  1989  as  it
was  for  Dakota  County  in  April,  1992;  significant  increases
in  the  number  of  high  risk  offenders  who  were  placed  on
probation  in  the  county,  as  compared  to  only  a  negligible
increase  of  probation  staff  with  which  to  accomplish  this
supervision.
--How  are  we doing?  The  Anoka  County  client  satisfaction
BtlJCVe7
In  March,  1993  Anoka  conducted  what  they  referred  to  as  an
opinxon  surve-the  258  offenders  who  attended  their
Probation  Service  Center  sessions,  both  day  and  evening.
Anoka  County  stated  that  the  purpose  of  the  study  was  to
serve  as  a  means  of  getting  feedback  on  the  quality  of
supervision  being  provided,  from  the  offender  viewpoint.
The  cover  letter  to  their  survey  explained:
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This  survey  gives  you  the  opportunity  to  let  us  know
what  works  for  you  and  what  doesn't.  The  questions  in
this  survey  will  be used  to  evaluate  current  policy  and
shape  new  policy  for  the  future.
Please  be  honest  when  answering  the  questions.  If  you
answer  the  questions  as  honestly  as  possible  and  take  a
few  minutes  to  think  about  them,  the  survey  will  only
take  10  to  15  minutes.  However,  if  you  fill  it  out
incorrectly  it  could  take  much  longer  (Anoka  County
Probation  Service  Center  Survey  Introduction)
This  researcher,  who  was  the  primary  person  involved  in  the
design  and  implementation  of  the  client  satisfaction  survey
offered  to  the  clients  of  Dakota  County  Probation  Service
Center,  offers  the  following  criticism  in  regard  to  the
aforementioned  cover  letter  and  the  questionnaire  devised  by
Anoka  County.
Whot  obout  consideratio:a  to  the  ethics  of  research  with
involuntary  clients?
Please  refer  to  the  section  cited  out  of  Rooney's  work
(1992),  which  appear  in  a  former  section  of  this  manuscript
for  a  documented  list  of  such  considerations.
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Some  of  the  results  of  the  Anoka  study  that  this  researcher
believes  are  generally  applicable  to  Probation  Service
Center  clients  anywhere  will  be  offered.
It  will  be  interesting  to  compare  these  with  the  results  of
the  Dakota  County  Probation  Service  Center  survey.
The  question  posed  to  the  Anoka  County  Probation  Se;ice
Center  clients  was:
What  suggestions  do  you  have  to  improve  the  quality  of
supervision  at  the  Probation  Service  Center?
FIGURE  C
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more  one-to-one  contact  with  a  probation
officer




,  Although  most  clients  surveyed  chose  not  to  respoffa  ,it  all
(65S'.)  over  half  (54o-.)  of  those  that  did  respond  wanted  more
time  with  a  probation  officer.  To  this  researcher,  it  would
be  interesting  to  have  controlled  for  other  variables  to  see
if  there  was  anything  common  to  this  set  of  respondents,  and
furthermore  try  to  isolate  what  probationary  need  was
currently  being  inadequately  addressed.
As  the  responses  to  the  next  two  questions  were  evaluated,
some  questions  as  to  the  reliability  of  this  instrument  are
raised.  For  example,  question  #2  of  the  Anoka  County  survey
asks  :
Do  you  feel  your  supervision  is  adequate  to  help  you
achieve  your  goals?
96%  (n=258)  felt  that  their  supervision  was  enough  for  them
to  be  able  to  complete  the  conditions  of  probation  as
mandated  by  the  court. The  following  question  asked:
In  your  particular  situation,  do  you  feel  that  PSC is.
1-  not  enough  supervision
2-  enough  supervision
3-  too  much  supervision
Almost  80%  felt  the  Probation  Service  Center  was enough,  17%
thought  it  was  too  much,  and  only  seven  clients  (2.7%)
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thought  the  Probation  Service  Center  provided  insufficient
supervision.  The  apparent  instability  of  this  measure  is
striking  to  this  researcher.
A discussion  explicating  the  survey  instrument  design  and
its  implementation  will  follow.  Finally,  the  results  of






-Purpose  Of  Study
The  purpose  for  conducting  this  evaluative  research  is  to
assess  client  satisfaction  with  some  of  the  main  components
of  service  of  the  Probation  Service  Center  program.  A  self-
administered  questionnaire  was  developed,  and  served  as  the
means  for  generating  responses  from  among  the  sample
population  of  client-participants  of  the  Probation  Service
Center.  This  section  addresses  the  key  factors  that  were
involved  in  developing  and  executing  this  survey  which  was
the  main  method  of  data  collection.
Following  a  discussion  of  the  design  of  this  research,  some
of  the  limitations  that  have  bqcome-apparent  to-  this
researcher  will  be  highlighted.  The  efforts  this  researcher
took  to  minimize  the  effect  posed  by  such  limitations  will
be  presented.  The  resulting  implications  that  these
identified  limitations  may  have  on  the  findings  will  be
introduced  in  the  discussion.
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-Developing  the  survey  instrument
During  the  planning  phase  of  this  research,  the  service
objectives  for  which  this  survey  was  being  developed  were
identified.  The  responses  to  the  questions  "Who  wants  this
survey?"  and  "What  information  are  they  hoping  for  it  to
provide?"  were  central  to  the  planning  process.
The  researcher  thoughtfully  targeted  stakeholders  who are
responsible  for  implementing  the  program  and  appear  on the
front  line  of  service  delivery.  The  researcher  also  was
impacted  by  the  Monitoring  Unit  Supervisor,  who  is  held
largely  accountable  for  the  day-to-day  operations  of  the
Probation  Service  Center,  as well  as  for  demonstrating
effectiveness.  The  Unit  Supervisor  had  amassed  the  support
of  the  staff  for  initiating  a client  satisfaction  survey.
The  feedback  of  each  of  the  aforementioned  key  individuals
was  enlisted  in  the  preliminary  phase  of  assessing  what  the
informational  needs  and  expectations  from  this  survey  were.
Informal  interviews  with  the  staff  in  an effort  to  focus  at
the  issue,  or  'frame  the  problem'
There  was  a  common  denominator  interest  among  all  staff.
They  wanted  to  get  feedback  from  the  clients  of the
Probation  Service  Center  as to  their  perceptions  of  how they
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were  treated  by  the  program  staff,  the  probation  officers  in
particular.  This  interest  grew  out  of  the  conscious  efforts
of  the  Unit  Supervisor  to  be  attentive  to  the  dynamics  of
the  "parallel  process"  previously  alluded  to  (see  Rooney,
i992,  for  further  explication).  This  process  was  introduced
into  the  orientation  of  the  staff  who  were  to  interact  with
clients.  The  operating  hypothesis  here  is  that  if  clients
are  treated  respectfully,  there  will  be  a  tendency  for
greater  compliance  with  the  expectations  placed  on  them.
The  other  facets  of  service  delivery  that  staff  identified
as  bearing  a  link  to  program  effectiveness  have  to  do  with
accessibility.  Staff  were  concerned  that  a barrier  to
achieving  optimum  attendance  at  the  required  Probation
Service  Center  meetings  was  lack  of  transportation  to  Apple
Valley,  the  site  of  the  Probation  Service  Center.
Along  the  lines  of  formidable  barriers  to  service,  the  staff
were  interested  in  obtaining  client  feedback  as to  other
problems  they  were-h-aving-in-making  it  to  their  scheduled
Probation  Service  Center  meetings.
Another  key  point  that  staff  illuminated  as a  focus  for  the
survey  at  hand  was  in  regard  to  effective  communication  of
the  program,  as  well  as  individual  expectations  placed  on
clients.  The  concern  here  was  that  the  requirements  were
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not  clearly  articulated,  and thus  compliance  by'=the  clients
may not  be consistent  with  actual  expectations,
An issue  that  is a timely  one for  the  program  planners  and
decision  makers  is reflected  in the  action  goals  set  forth
in 1993  Dakota  County  Community  Corrections  plan.  It  sets
its  sight  on maintaining/developing  specialized  education
programs  for  identified  groups  of  offendezs;  i.e.  DWI,
women  offenders,  domestic  violence.  The  literature  also
links  access  to  appropriate  resources  as  an  element  to  be
considered  in  trying  to  assess  consumer  satisfaction
(Russell,  1990;  Levkoff  and  DeShane,  1979).  Thus,  it  was
thought  to  be  relevant  and  useful  to  ask  the  recipients  for
whom  this  service  is  intended,  their  opinions  as  to  what
topic-oriented  presentations  t,hey  think  would  be  useful
ones.
Based  on  the  results  of  staff  and  supervisory  input,  and
insight  provided  by  the  literature,  an  initial  questionnaire
was  developed.  It  was  a  lengthy  representation  of  items
that  would  reflect  all  of  the  information  key  individuals
wanted  to  know  about.  To  optimize  the  reliability  of
responses  indicating  a measure  of  attitude,  a  few  questions
targeting  the  same  objective  from  different  angles  were
included  (Henerson,  Morris  & Fitz-Gibbon,  1987).
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This  initial  questionnaire  was distributed  to  staff  for  help
with  the  editing  process.  It  was  important  to  select  those
items  that  truly  reflected  attitudes  and feelings  about  the
Probation  Service  Center  that  related  to  the  goals  and
values  of  the  program.  Also,  it  was  important  to  prioritize
these  items,  and  include  those  which  were  going  to  be
valuable  in  making  evaluative  decisions  suggesting  viable
change  or  modification.  The  action  step  here  for  this
researcher  was  to  greatly  narrow  the  focus  of  the  items  that
the  questionnaire  would  address,  while  keeping  the  original
goal  for  conducting  the  survey  in  mind.
Due  to  the  large  number  of  potential  respondents,  the  use  of
a  self-administered  questionnaire  was  practical.  The
closed-ended  question  format  also  suited  the  large  sample,
although  there  was  information  that  this  researcher  wanted
to  include  that  could  only  be  introduced  in  an  open-ended,
individualized  format.  While  closed-ended  questions  were  to
be  the  main  response  format,  the  questionnaire  was  going  to
encourage  open-respon-s-es  also.  This  researcher  is  aware
that  people  may  relish  the  opportunity  to  vent  their
feelings  and  frustrations,  and  there  may  be  responses  which
were  not  anticipated  at  the  time  that  the  instrument  was
developed.
The  closed-ended  questions  were  constructed  with  sensitivity
to  gender-neutrality,  except  where  gender  is  specifically
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called  for.  The  items  were  tested  for  explicit  cases  of
ethnic  and cultural  bias  by pre-testing  it  with  as  diverse  a
population  as was  feasible  to  most  closely  typify  the
composition  of  respondents  in  the  final  sample.
Additionally,  the  pretest  subjects  were  asked  for  their
reactions  to  the  survey  as  a whole,  hoping  to  identify  areas
that  were  ambiguous,  or  have  potential  for  being  perceived
as  offensive.
The  language  used  in  construction  of  the  questions  was  to  be
comprehensible  at  a  third  grade  level.  The  question  formats
for  the  closed-ended  items  did  vary  as  per  the  need  dictated
b-y  the  exhaustive  capacity  of  the  attributes.  The  final
draft  of  the  questionnaire  included  items  with  a  clear,
dichotomous  character,  as  'sex'  or  multiple-choice
questions,  when  there  are  several  response  possibilities.
With  respect  to  the  latter,  -each  response  touches  upon  one
idea,  and  is  mutually  exclusive  to  the  others.  Also  an
attitude  scale  was  constructed,  focusing  on  key  facets  of
service  delivery  and  on  the  program  as  a whole.  Each  -?r-
that  had  a  multiplicity  of  response  possibilities  also
included  the  option  'other'  or  'please  explain'  to  ensure
that  unanticipated  responses  were  allowed  for.
The  format  of  this  self-administered  questionnaire  was
designed  with  guidelines  in  mind.  First,  the  entire
questionnaire  was  not  to  exceed  one  paper  sheet,  front  and
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back.  The  items  were  t-b :be  arranged  in  a  clear'  and  un-
cluttered  manner.  Each  question  was  presented  in  as  concise
a manner  as  possible.  AISO  important  was  that  each  question
be  self-explanatory,  and  preceded  by  instructions  if
appropriate.  The  thought  put  into  the  visual  presentation
of  the  survey  was  to  redeem  itself  with  an  optimal  response
rate.  The  objective  was to  increase  motivation  of the
sample  population  to  complete  the  survey  as  completel'y  and
honestly  as  possible.  (See  Appendix  I  for  a  copy  of  the
survey  instrument)
-Institutional  Review  Board
In  conformity  with  the  policies  of  Augsburg  College  and  to
comply  with  the  standard  to  assure  ethical  practice  when
conducting  research  on mandated  clients  (see  Rooney,  1992,
pp.  76-78)  an  application  was  submitted  to  the  Chair  of  the
Augsburg  College  Institutional  Review  Board.  As this
research  was  deemed  to  pose  minimal  risk  to  the  research
ject-s7  the-application  was presented  for  review  by the
chairperson  only-.  It  was understood  that  no research  may
ensue  until  permission  by the  Chair  was granted.
4Study  Sample
The  subjects  of  this  survey  were  to  be those  clients  who
voluntarily  opted  to  be  included  in  the  survey.  These  are
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all  adults  over  age 18.  It  was established  that  those
clients  scheduled  to  attend  any  of  the  upcoming  Probation
Service  Center  meetings  within  a three  month  span,  were
representative  of  the  entire  population  of  clients.  As
meetings  are  held  weekly,  the  day  that  would  be  selected  for
conducting  the  survey  would  be  chosen  randomly.  The  clients
in  attendance  at all  three  of  the  sessions  held  on  that  day
would  be  invited  to  participate  (see  Appendix  for  cover
letter  to  survey)
-Administering  The  Survey
Instead  of  the  educational  component  which  is  planned  into
each  Probation  Service  Center  meeting,  the  clients  were
invited  to  participate  ln  the  client  satisfaction  SurVe'y'  On
this  day.  All  clients  who  attend  any  of  the  sessions  on
this  day  were  to  'check-in'  to  get  credit  for  having
attended  as  is  required.  This  is  done  in  the  lobby  of  the
building.  They  were  then  directed  to  see  a probation
officer  if  they  needed  or  wanted-to-at-t-he  time"':  The
researcher  sat  at  a  table,  apart  from  the  staff  who  were
checking  people  in,  and  handed  out  to  each  client  the
questionnaire,  along  with  a  copy  of  the  cover  letter.  In
the  room  where  the  clients  were  assembled,  the  researcher
had  an  overhead  illuminating  the  cover  letter.  Once
everyone  took  care  of  his/her  business  with  a probation
officer,  all  the  staff  left  the  area.  The  researcher
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introduced  herself,  and  clarified  her  relationship  to  thei"
Probation  Service  Center.  She verbally  established  what  the
purpose  for  conducting  this  survey  was,  and  recapitulated
the  voluntary  nature  of their  participation.  The  survey  was
also  illuminated  with  the  overhead  device.  In  consideration
of  those  with  poor  eyesight,  or  reading  skill,  she  read  the
entire  questionnaire  aloud,  allowing  time  for  people  to
offer  comments  or  ask  questions.  The  participants  we're
instructed  to  drop  their  completed  questionnaires  into  a
covered  box  on  their  way  out,  and  instructed  that  the  cover
letter  was  theirs,  if  they  chose  to  keep  it,  for  further
reference.
On  the  day  randomly  selected  to  conduct  the  client
satisfaction  survey,  there  were  415  people  scheduled  to
attend  the  Probation  Service  Center.  There  was  average
attendance  for  that  day's  sessions,  with  258  clients
checking  in;  that  was  a  62%  attendance  rate.  However,  of
the  258  present  and  invited  to  participate  in  the  survey,
over  95%  opted  to  respond.  Overall  re-sponse  rate  according
to  Rubin  and  Babbie  "is  one  guide  to  the  representativ-e-ness
of  the  sample  respondents.  If  a  high  response  rate  is
achieved,  there  is  less  chance  of  significant  response  bias
than  if  a  low  rate  is  achieved"  (1993,  p340)
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-Limitations  Posed  By  The  Research  Design
The faCtOr  mOSt  influential  in  the  achievement  Of  a  95%
response  rate  again  must  be  in  part  linked  to  the
involuntary  status  of the  clients  surveyed.  Rooney  (1992)
addresses  this  limitation  in  his  precautionary  statement:
There  are  special  problems  in  the  application  of
informed  consent  principles  to  involuntary  clients
since  their  ability  to  provide  informed,  competent
without  force  or  duress  cannot  be  assumed  (p.76)
The  dynamic  of  the  "captive  audience  syndrome"  alluded  to
previously,  could  probably  be  used  to  explain  the  high
response  rate,  at  least  in  part;  Rubin  and  Babbie  (1992)
refer  to  a  50%a response  rate  as  'adequate'  ;  a  response  rate
of  60%  as  'good'  and  a  70%  response  rate  as  'very  good'
Despite  all  efforts  to  inform  clients  that  their
participation  in  the  survey  was  voluntary,  nearly  all  chose
---to-parta-ke.  This  researcher  is  wary  that  this  level  of
consciousness  a-n-d  identification  as  a  mandated  client  may
cloud  the  responses  they  are  apt  to  "feel  free"  to  offer.
rhis  is  one  level  of  bias  that  can  pose  itself  as  a  threat
to  the  validity  of  the  data  gathering  instrument.  To  combat
this  threat,  this  researcher  thought  to  impress  upon  the
potential  subjects  the  anonymity  which  would  be  maintained
with  regard  to  their  completed  questionnaires,  hoping  to
ii
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prevent  the  incidence  of  the  social  desirability  bias  from
cropping  up-
Another  means  this  researcher  embraced  to  assess  the
validity  and  reliability  of  the  instrument  was  suggested  by
Henerson,  et  al.  (1987) As  each  question  will  be  reported
"question-by-question"  each  one  will  represent  an
"individual  measure"  of  an  attitude,  and  an  instrument  in
itself.  A  few  items  which  aim  at  gauging  the  same  attitude
within  a  single  instrument  can  be  combined  to  form  an  index
of  an  attitude.  Thus,  the  level  of  satisfaction  with  the
services  provided  by  the  Probation  Service  Center  could  be
combined  into  an  index  for  'satisfaction',  this  index  could
then  be  compared  or  perhaps  correlated  with  the  respondents
performance  on  the  other  measures  which  are  indicative  of
the  same  attitude,  or  degree  of  satisfaction.  Additionally,
the  items  that-  lent  themselves  to  open-ended  responses  could
be  coded  and  used  to  corroborate,  and  add  dimension  to  the
closed-ended  response  patterns-
Efforts  to  reduce  the  threats  to  the  validity  and
reliability  of  this  instrument  have  been  taken.  This
researcher  appreciates  that  establishing  good  validity  will
become  important  when  decision  makers  look  to  the  results  of
this  survey  to  guide  modification  or  change  of  any  component
of  the  program.
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CHAPTER  V
Presentation  of  the  Results
Who  are  the  clients  of  the  Probation  Service  Center?
Table  1






















(missinq=l2  /  5 % )
Consistent  with  the  data  presented  in  the  Dakota  County
Census,  the  baby  boomers  (ages  25-45)  are  similarly
represented  in  the  Probation  Service  Center  population,
comprising  66  percent  or  two  thirds  of  it.  This  was the
same  rate  of  growth  (66%)  for  this  age  group  since  1980.
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The mean age of  Probation  Service  Center  clients  is
34.2  years.
The  mode,  or  age  reported  most  often  by  clients  is  32
years  .
Other  demographics  of  the  Probation  Service  Center  sample
are  as  follows:
Table  2























Almost  709,  of  those  assigned  to  the  Probation  Service
Center,  who  comprise  this  sample,  are  also  engaged  in  full-
time  employment.  The  category  which  is  labeled  'Unemployed'
accounts  for  16%  (N=39)  of  the  clients.  It  should  be
clarified  that  'unemployed'  can  assume  actively  looking  for
a  job,  or  refer  to  those  who  have  chosen  (for  whatever
reason)  not  to  work  at  this  time.
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Table  3
Level  of  Education  Achieved  by  Probation
Service  Center  Clients
Grade  Completed














Almost  half  of  the  clients  of  the  Probation  Service  Center
are  high  school  graduates,  and  have  not  continued  their
Bdpcation.  On  the  other  hand,  almost  one  fifth  (18%)  have
not  completed  high  school,  but  one-third  have  gone  onto
college  or  technical  school  after  high  school.
Table  4





















while  over  40% of the  clients  report  themselves  as  'single'
one-third  are currently  married,  and one-fifth  have  been
arried,  but  have since  divorced  and remained  single  for  the
5ime being.  One respondent  identified  with  an alternpte
lifestyle  that  did  not  categorically  fit  with  the  choices
presented.
Table  5












Blmost  one-fourth  of  the  Probation  Service  Center  is
For  example,  of  all  those
comprised  of  women.  This  figure,  when  compared  to  figures
representing  the  entire  corrections  system  in  Dakota  County
(for  1991)  was  somewhat  high.
sentence  (N=3,622),  19%  were  female  (672)  However,  the
Probation  Service  Centea-s  a  current-lApril,  94)  census
of  1928  clients  assigned  to  it  (this  includes  juveniles  and
adults)  ; of  these,  75%  are  male  (N=1,443)  and  259r  are  female
(N=485)  The  sample  is  close  to  being  a  true  representation
of the  larger  population,  with  regards  to  gender  breakdown.
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**  Offenses  most  frequently  committed
Of  the  218  who  responded  to  the  question  asking  "For  what
offense  are  you  on probation?",  almost  one-half,  47o-. had
been  for  'driving  while  intoxicated'  (DWI)  or  'driving
under  the  influence'  (DUI) There  were  41  other  categories
of  criminal  offense  categories  identified  by  the  other  115
respondents.  The  categories  cited  by  more  than  10  pe'ople
were  larceny  (theft)  and  (welfare)  fraud.
Question  asked:
**  Do  You  Have  Children?
Table  6












Two-thirds  of  the  individuals  responding  said  they  have  at
least  one  child.  Of  these  who  have  children,  the  average
number  of  children  is  2.45;  similar  to  the  national  average
ratio  number  of  children  per  'family'
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Question  asked:
**  What  is  you  current  take  home
 monthly  income?
Table  7
Monthly  Income  of  Probation  Service
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Missing-18
The  clients  were  asked  to  check
 the  response  category  that
most  closely  reflected  fhpir  f,ikp-hnme
 (net)  monthly  income
(not  family  income)  . The Sl,  001-2,
 000  was  the  most
frequently  cited  income  category
 with  35!'.  of  those
responding  (N=80)  ;  the  61,001-2,000
 bracket  reflected  30%  of
those  responding  (69) Seven
 percent  reported  having  no
steady  income  of  their  own.
The  data  which  demographically
 suggests  who  the  Probation
Seryice  Center  clientele  is  comprised
 of,  has  been
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presented.  This  researcher  would  like  to  present  the
findings  which  more topically  speak  to the  question  for
which  this  research  was  designed.
*  How do the  clients  of the  Probation  Service  Center
assess  the  services  they  receive?
* What  problems  are  clients  having,  and what  do  they
perceive  they  need?
With  regard  to  ensuring  that  clients  are  adequately  apprised
of what  the  conditions  of  their  probation  specify  they  must
do,  the  question  was  asked:
**  Do you  know  what  you  have  left  to  do  to  complete  the
conditions  of  your  probation?
Table  8
Clients  of  Probation  Service  Center  Who  Know  What  Their










Of  the  234  clients  who  responded,  88%  said  they  knew  what
they  needed  to  do  to  complete  the  conditions  of  their
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pro5a5in;  28 clients said they did not know what was
expected  of them.
,,a54sfaction  Reported for Eight Facets of Service at the
pr@Bation  Service Center
I-HB  sample of clients  surveyed were asked to rate,
,,-idividually,  eight aspects of service  delivery  at the
ptaobation  Service Center.  Following  are tables  presenting
c3(0  one of these service  components with the ratings  given
k>V clients  who responded.
z:,ients  Were asked:
**  HOW  satisfied  are  you  with  the  following  related  to the
probation  Service  Center.  . . = ?
Table  9
Satisfaction  of  Clients  with  Lenqth  of  Sessions













:n COllapsing  the  responses  into  two  categories  reflecting
'-hOSe  who  said  they  Were  dissatisfied  VS.  satisfied  with  the
:ength  of  the  sessions,  the  contrast  is  quite  sharp.  85%
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iln-.186)  of the respondents reported being satisfied  with the
.ength  of the Probation Service Center sessions, while only
:5% (n=34) felt  dissatisfied,  Table 9 presents these data.
'=iestion  asked:
@*  H@-w satisfied  are you with  time  spent  with  a
probation  Officer?
Table  10
,9atisfaction  of  Clients  with  Time  spent  with




















",able  10  depicts  the  levels  of  satisfaction  clients  had  with
regard  to  the  amount  of  time  spent  with  a  Probation  Officer.
:a!lapsing  the  data  again  will  show  a  striking  89%  (n=219)
af  those  responding  felt  satisfied  with  the  time  they  had  to
r.eet  with  a  Probation  Officer.
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-The  next  item  asked:
**  How  Satisfied  Are  You  With  the  Helpfulness  of  Your
Probation  Officer?
Table  11




















Looking  at  the  responses  for  perceived  helpfulness  of  the
Probation  Officer  as  a  dichotomous  varible;  ie.  dissatisfied
--sati-sfied,  -the  clients  were  87oa  (N=194)  satisfied.  The
number  who  were  dissatisfied  was  28,  or  12%.  (See  Appendix
for  graphic  representation)
Question  asked:
























The  number  of  those  who  were  satisfied  with  the  attitude  of
the  Probation  Officer  is  even  more  striking  when  the  values
are  collapsed  into  two  categories,  dissatisfied  and
satisfied.  The  resulting  percent  of  satisfied  clients  is
89%  (N=199)  as  compared  with  11%  who  said  they  were
dissatisfied  (N=24)
Question  asked:
**  How  satisfied  are  you  with  the  speakers  at  the  Probation
Service  Center?
Table  13















(missing=3  1  )
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The clients  were asked  to rate  the speakers,  who may be
included  as the educational  component  of the  Probation
Service  Center  sessions.
Question  asked:
**  How Satisfied  Are  You  With  the  Speakers  at  the  Sessions?
The clients  were  in  general  agreement  regarding  their
satisfaction  with  the  speakers,  with  only  14%  (N=29)  saying
they  were  dissatisfied.
Question  Asked:
**  How Satisfied  Are  You  With  the  Videos  Shown  at  the
Sessions?
Table  14
















Among  the  47  who  did  not  respond,  it  may  be  that  they  have
not  yet  attended  a Probation  Service  Center  session  which
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featured  a video.  Of those  who did  respond  (N=201)  81o-. were
satisfied  with  the  videos  (N=162)  and 19o-. (N=39)  were
dissatified.
Question  asked:
**  How Satisfied  Are  You With  the  Location  of  the  Probation
Service  Center?
Table  15
Satisfaction  With  the  Location  of  the












When looking  at  satisfaction  ratings  given  for  the  location
of- the  Probation  Service  Center,  75%  -(N=-)  w-ere  sat-isfied,
and  25%  (N=55)  said  they  were  dissatisfied.
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Narrative:  Of  all  the  categories  of  service  on  which
clients  were  asked  to  provide  feedback,  there  was  only  one
resulting  in  less  than  8CP. of them  being  satisfied,  and  that
was  "location"  of  the  Probation  Service  Center.  When  given
a  choice  of  two  other  locations  that  are  being  sought  for
future  Probation  Service  Center  meetings,  41%  (N=89)  opted
for  either  the  South  St.  Paul  or  Hastings  location;  59%  said
they  would  prefer  to  keep  attending  their  meetings  at  the
Apple  Valley  location  (N=128).
The  other  items  which  reflect  major  aspects  of  the  value
orientation  intended  for  the  Probation  Service  Center;  time
spent  with  a probation  officer,  overall  attitude  shown  by
Probation  Officer,  and  the  Probation  Service  Center  overall,
were  rated  as  satisfactory  by  89%  of  those  responding.  The
other  facets  of  service  that  the  clients  provided  their
assessment  of  were:  length  of  sessions;  helpfulness  of
-their  Probation  Officer,  speakers  at  the  (Probation  Service
Center)  sessions,  and  the  videos  shown  at  the  sessions.  To
each  of  these,  the  rate  of  clients  saying  they  were
satisfied  was  85%,  87%,  87%,  and  81%,  respectively.
Regarding  topics  to  be  covered  at  the  Probation  Service




The  infrequency  of  required  attendance
Keeping  in  touch  with  my mistake(s)
**  Question  18  asked:
What  about  the  Probation  Service  Center  has  been  least
helpful  to  you?
Again,  the  responses  as  they  were  provided  appear  in  the
Appendix.  A  summary  of  the  responses  most  frequently  given
is  herein  provided.
The  distance  from  home
Too  crowded
Difficulty  in  making  a  (live)  phone  contact  with  PSC
staff
Having  to  take  time  off  from  work  to  make  it  to  PSC
meet  ing
Lack  of  public  transportation  to  and  from  Probation
Service  Center
Amount  of  time  between  -gs---mes  it--hard  to  plan
for
Too  large  and  impersonal
**  Question  19  asked:
Are  there  any  other  ways  the  Probation  Service  Center
could  be  of  help  to  you?
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The  above  question  was  the  last  item  on  the  survey.  The
responses  to  it  were  limited.  Of  those  that  replied,  they
were  mostly  one  or  two  word  responses  as:
No
No  thanks  !
Do  it  by  phone
More  time  with  each  person
And,  there  were  suggestions  also  offered,  such  as:
Give  out  numbers  so people  can  be  seen  on  a  first  come,
first  serve  basis
Have  a  couple  of  days  instead  of  one
Have  more  Probation  Officers  available
Be  more  accessible  by  phone
Have  other  locations
Provide  child  care
Smaller  groups
" Keep  up  the  good  work  ! "
SUMMARY  OF  RESULTS
The  clients  who  are  assigned  to  the  Probation  Service  Center
for  their  supervision  are  overall  quite  satisfied  with  the
program.  In  fact,  they  indicated  their  general  satisfaction
at  a  ratio  of  over  8 :1,  compared  to  those  who  were  not
satisfied  with  the  Probation  Service  Center.
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The clients  were mainly  satisfied  with  all  aspects  of  the
Probation  Service  Center,  including  the  services  and  the
service  providers,  the  Probation  Officers.  Those  who had ax
objection  to any facet  of the  program  were  certainly  in  the
minority,  but  these  responses  were  all  well  patterned  and
concordant  with  each  other  in  regard  to facet  of program
they  felt  was  problematic.
People  were  quite
The aspects  of the  program  that  evoked  the  most  negative
feedback  had  to  do  with  the  location.
articulate  about  the  lack  of accessibility  the  Apple  Valley
location  poses  for  them.  That  the  current  site  of  the
Probation  Service  Center  is  without  any link  by  public
transportation  is a formidable  problem  in  view  of the  fact
that  36% of those  assigned  do not  have  a valid  drivers
license.  The 'barrier  to service'  that  the  location  implies
may help  to explain  the  62% attendance  rate  on  this  day;
258 of the  415 scheduled  had shown  up.  Among those  that  did
attend,  many  had identified  their  preference  to  meet  at
other  sites,  presumably  more convenient  for  them  to  access.
The aspects  of the  Probation  Service  Center  that  the  staff
most  wanted  feedback  from  the  clients  on were  their
perceptions  of being  treated  respectfully  (or  not)  by  the
staff.  As this  part  of the  aforementioned  "parallel
process"  encompasses  and reflects  the  premium  the  Monitorir.g
Unit  puts  on  'respect'  it  is  not  surprising  that  clients
7?,
a
most  freq'uently  were  satisfied  with  the  attitude  and  degree
of  helpfulness  of  the  Probation  Officers.
The  clients  offered  some  cogent  suggestions  for  improving
services  as a whole.  These  included  the  implementation  of
easier  access  to  the  Probation  Service  Center,  by  both  phone
and  feasible  means  of  transportation.
As  for  the  educational  component  of  the  Probation  Service
Center,  the  topics  most  frequently  requested  were  'Stress
Management  '  and  ' Money  Management  ' This  researcher  would
venture  a  guess  that  there  is  more  than  just  an association-
by-chance  between  these  two  themes  which  is  felt  by  the
clients  of  the  Probation  Service  Center.
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RECOMME6ATIONS
IHB  data  suggest  that  it  is not adequate  to only  hold  the
;Bquired  Probation  Service  Center  meetings  at one,  quite
;4accessible  location  in Apple Valley.  The client
,3ttendance  rate  might be enhanced with  the addition  of one
@(  two satellite  locations  that featured  public
CranSport  at  ion.
ji
A frustration  expressed  by clients  was the  inability  to make
phone  contact.  It  is strongly  suggested  that  the  phones  be
3nswered  by a staff  who can disseminate  client-specific
li'
information,  give  advice  to  clients  who ask  for  it,  make
scheduling  adjustments  when  there  is  a problem  getting  to
cheir  scheduled  meeting  (an  excused  absence)  and  be  able  to
route  a client  to  resources  in  the  community.  zt  is
appreciated  that  most  budgets  cannot  allocate  a full-staff
to phone-detail;  specified  calling  hours  that  a  client  can
expect  to  make  live  contact  would  suffice.
Check-in  procedures  need  to  be modified  so  that  the  first
client  to  arrive  is  the  first  client  seen.  The  same  holds
true  for  revamping  the  system  whereby  clients  are  seen  by  a
Probation  Officer  once  they  have  completed  their  check-ins.
Qn
In  light  of  the  relative  infrequency  of  the  meetings  a
client  is  required  to  attend,  and  the  span  of  time  between
them,  a  reminder  card  in  the  mail  a few  weeks  pr'xor  to  an
appointment  will  alert  clients  of  an upcoming  meeting.  A
printed  calendar  with  all  the  sessions  marked  off,  for  each
client,  for  one  year.  This  would  be an inexpensive  means  of
maintaining  accountability  on the  part  of  the  client.
In  addition,  other  modifications  to  the  Probation  Service
Center  may:
Offer  an  alternate  day  of  the  week  f:or  the  meeting,
perhaps  at  one  of  the  alternate  sites  previously
discussed.
Provide  an  inducement  to  those  who complete  their
conditions,  and  have  maintained  a good  attendance  record.
The  possibility  for  early  discharge,  or  transfer  to  paper
supervision  would  certainly  motivate  many  to  complete  their
conditions  expeditiously.
Have  a  specific  date  arranged  whereby  clients  with  a poor
attendance  record  can  substantiate  that  they  are  willing
to  complete  their  conditions  of  probation.  It  is  hoped
that  this  will  provide  an opportunity  for  many  cases  to  be
diverted  from  violation  status  which  is  imminent  in  many
CaSeS.
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Conduct  a  consumer  satisfaction  survey  on  this  no-show  day
and  compare  with  results  of  this  research  A  control
group  would  thereby  be roughly  established,  and  some
valuable  insight  as to  why  some have  consistently  bad
attendance  at  the  Service  Center.  Is  there  really  a  link
between  PSC attendance  and  success  with  completing  the
terms  of  one's  probation?
Try  to  establish  if  there  is  the  captive  audience  mindset
influencing  the  validity  of  the  client  responses,  and  if
so,  to  what  degree?
Conduct  a  longitudinal  study  involving  the  same
respondents.  Is  Don  Andrews  correct  that  little  resources
need  to  be  investted  in  the  low  risk/need  offender,  as  they




a)NS[n'!ER  SATISFACTION  SURVEY CONSEA'I' FORM
PLEASE  READ  THIS  BEFORE  STARTING  QUESTIONNAIRE
faiy narae is  Iris  Burlock,  and I'm  a graduate  social  v;orR  stu:lenc
at  Augsburg  Callege.  I am requesting  your  participation  in  a survey  I
aian conducting.  You have  beaen chosen  as a potential  partacipant  in
this  survey  becaus.=  of  your  currane  e:<perience  wieh  the  Probation
Service  Canter.
I aaTl intareste:l  in  learning  what  hhac  can  be done  to  iii'iprove  tone
sarvices  6elivere-'d  by the  Probation  Service  Center.  I 6avelopeaj  tF>is
SuJ'Ve7  aS a MEANS O!- gettlng  'lOllr  IeedbaCi',  about  tjle  Prabatlon  Servi=e
Center  and  tuba servica  it  provi6es.  'i'he  findings  of this  survey  iviil
be assassed  in terins  of possible  prcgrain  chanc3es  at tne Probatian
Servxce  Cent.er.
YOur  reSpOnSt'S  Will  i)e kept  cO.npleeeiy  confidential.  DO NOT PUT YaJR
NAH.E a4 THE SURVEY. I aj:l Lnteres:eC'  ln  100kln('  Onl7  at siO  assassrriarit
Of  eiThe SefViCeS,  net  at:  aQy' inaivi6ual.  Thare  LS  nO cOnneCtzcn  i)ac'.v..'an
tnis  survey  ano your  probatxon  wnahSOever2  SO  plecisa,  oe }ion=s:  rtiao
ans'verirr,!  All  data  wjll  be kept  in  a loaxs'i  file.  I iyjll  De ti'ia  cniy
perscn  witn  access  tc  that  file-
XCX3R PAR'I'ICIPATIQN  IN THIS  SURVEY IS VOLURTARY  - '10(;r  Ce:lSlOn  ii:'leLa=r
Or nOfC (:O paraelClpa(:.e  Wlll  n0f  aL:eCt  'iOur:  ralationsriip  ;vlejl  ue
:obrii  torlng  Unx  t-. In you  CIO partr;xpaee  i  you  i:i-'l;  S,Op  a'C an  y tbria  r cr
SKlp  OVer  and questaoris  you  ao lThOt lvlSh  hO anS(Geri  awlenOuh  affacful,,'
thesa  ralahionsraps.
l (JO aO FlOpe  cnae  thae  you  Can  eak=  apprc:<hiiately  15-:0  aqnueas  f0
cciplete  fCJ';ilS SuJ'Ve7.  YOur  xf'lpue  counts.
that  yoo naVe  riaw. If  70u  SnOul6  have any quaseicns  la:ar  'y'Ou Can
contac:  rn= a:  (612)  688-7114.  r:y researcTh  a6vissr  is  Dr.  Snarcri  Patc=ri
ari6 can  be reasnea  at  330-1723
'HANK  YOU  '
r
,,1(1 appreciate your he!p as I look at ways to improve the operation of the Probation Service  Center.




(,qrrent  Marital  Status:  Single   Divorced   Married   \/Vidowed
Separated  Other
Please  explain:
DO you have children? Yes No If yes,  how  many?
%hat  is the  last  grade  you  completed  in school?
%hat  is your  current  employment  status?  Full-time  Part-time
l(:heck  all that apply) Homemaker   Unemployed
If unemployed,  for  what  length  of time
Retired
What  is your  current  take  home  monthly  in'come?
0 to e500 per  month  More  than  e2000  per  month
e 501 to e 1000  per  month  No steady  income
e 1001  to 62000  per  month  .
0o you  currently  have  a valid  driver's  license?  Yes No Not  Sure
How  do you  get  to your  Probation  Service  Center  appointments?  (check  which  way  you  rely  on most)
Drive  yourself  PublicTransportation
Someone  drives  you  Other
Comments:
For what  offense  are you  currently  on probation?
Do you  know  what  you  have  left  to do to complete  your  probation?  Yes















13ngth  of the sessions VD SD SS
-(l(ne spent  with  a Probation  Officer







@verall  attitude shown by Probation Officer VD
5peakers  at the sessions VD







location  of the Probation  Service  Center VD SD SS













tlease indicate  which  topics  you would  like to see covered  at the Probation  Service  Center:gheck all that  apply)
,10ne'y' Management  GED  Completion
;hemical  Dependency   Health  
:nger  Control   Relationship  Building  
3nderstanding  the  Court  System
<ow to Get  a Job
Parenting
Stress  Management  
Domestic  Violence
Other,  please  explain:
!/e are thinking  of  opening  other  Probation  Service  Center  locations.
Hhich would  you  prefer  to go to?  (please  check  your  1st  choice)  a
3outh St.  Paul  Apple  Valley  Hastings
Vhich times  of  day  would  be most  convenient  for  you?  (Check  all that  apply)
1:30 a.m.  
1:00 p.m.  
ll  :OO-a.m.
5:30  p.m,  
2:00  p.m.  
7:00  p.m.  
Vhat about  the  Probation  Service  Center  has  been  most  helpful  to  you?
/hat  about  the  Probation  Service  Center  has  been  least  helpful  to you?
re there  other  ways  that  the  Probation  Service  Center  could  be of  help  to you?
APPEaIX  II
Responses  to  Quest.  #12
'Are  you having  any problems  completing  the  conditions  ofyour  probation?'
2/17/94  -9:30  PSC  session
* Currently  unemployed-  no transportation  to  meetings.
* Don't  feel  like  paying  anything  cause  I  feel  I  got
shafted.
* I would  like  to  know  if  you  have  been  receiving  my monitor
cards  from  AA meetings.  I  feel  you  dont  have  me on  file
since  the  last  time  I was here  4 months  ago.
*  Lack  of  funds.
* No one told  me I had  any  more  conditions  to  complete!
*  No  job
*  Saving  money  up to  pay  for  treatment.
*  I  am short  of  money  because  I  don't  make  much  and  I
school  full  time.
*  Money  is  tight  right  now.
am  xn
 *  Comyp---of  after  care  program  through  Faiiview
hosp'ital-can't  pay  the  costs  at  this  time.
*  Getting  a  ride.
*  Only  problem  is  not  in  my control.  My remaining
restitution  is in  possession  of  law  enforcement  agency  and
after  1 year,  has not  been  turned  over  to  District  Court
I'm  caught  in  the  middle  & can't  do  anything  about  this.
Thus,  terms  of  my probation  remain  unfulfilled.
* Yes,  I  have  alot  of CSH and I'm  doing  the  best  I  can  but  I
keep  getting  asked  how many  I  have  left  and why  I  can't  get
them  done.
* I  am disabled  because  of  work,  I  was  supposed  to  get  paid
benefits  from  Insurance  comp.  but  now  its  a (?)
APPENDIX  II-Cont'd
(2/17/94-9:30  AM;  Question  #12)
*  Due  to  lack  of  drivers  license,  doing  my  job,  earningmoney  to  pay  fines  and  nec.  treatment,  com  service  etc,  havebeen  difficult.
*  Yes
*  Yes
2/17/94--5:30  PSC session,  #12
*  No  money  to  pay  fine
*  Not  yet,  I  hope
*  Paying  off  fine.
*  Fine  payments-low  money  due  to  doctor  bills
*  Paying
*  Work  conflicts
*  I  do  not  have  a  vehicle  at  this  time.  It  is  making  it  hardfor  me  to  attend  my  chemical  evaluation  and  to  get  to  myG.E-D.  as  well
*  You  don't  take  into  account  people  who  are  ill  ordisabled.  As  in  driving  or  over  the  phones
*  Yes
*  No  -j ob
*  Trouble  with  payments.  Job  varies  week  to  week.  I  am  acarpet  layer
*  Lack  of  money  to  complete  after  care-seeking  aid.
*  Lack  of  transportation.
*  Inconsistency  in  Probation  info  RE:  fine  & bancrupcy
*  Money
*  No  money  to  pay
!i:" "  i
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*  I'm  not  making  enough  money  to  pay  the  fine
*  Paying  back  the  money
*  I  won't  have  time  or  money
*  I  have
Not  sure
completed  everything  I  have  been  asked  to  complete.why  I  am  still  on  probation.
*  Yes
*  I  feel  I  am in  no  need  for  this  class.  It  really  takesaway  from  my  time  at  work.
@12-  2/17/94,  5:30  PSC session
*  Money
lllllllllllllllllllllllllllllllllllll!
#12-  2/17/94,  7:00  PSC session
*  Because  of  2 accidents  and  loss  of  work,restitution  has  been  difficult
*  I  am  paying  back
but  I  need  to  know
*  Finding  rides  and  time  for  AA
*  Time  spans  inbetween  meetings,  makes  one  forgetful.
*  Money
*-AA-meet  ings
*  Recently  struggled  with  income  after  daughters  birth.
*  I  owe  money  to  pay  back,  and  have  a  tough  timeamount  of  money  to  pay  back
*  Steady  work  Can't  make  payments
*  Paying  off  my  fine  due  to  the  money  I  have  left  to  live  onsince  my  divorce
*  I  am  still  trying  to  pay  off  the  fine
*  I  have  proof  of  completion--call  for  verification.
APPENDIX  II
Responses  to  Question  #13
" Have you missed  any of your  scheduled  Probation  ServiceCenter  meetings?  "
2/17/94--9:30  AM PSC  session
* There  was a communication  problem.  That  as  you  know,  ,iswhy I missed  a couple  of meetings.  I  also  got  lost  on  the
first  one and the  lady  out front  understood  & filled  outpaperwork.
*  Transporation  problem.
* I was getting  laid  off  so I was working  as  many  hours  aspossible.
*  The  1st  one.
t  ime.
I was on the  Home Monitoring  Unit  at  the
*  When  change  of  address.
*  Not  without  calling  and  rescheduling.
*  Just  1,  but  I  made  it  up.
*  I had  a meeting  scheduled  on 1/13/94.  I  called  the
Correction  Department  here  and  they  told  me 1/20/94
9:30,  5:30  or  7:00.  So  I  was misinformed.  Sorry.
*  But  not  the  last  2 times-
*  Was  unaware  of  the  appt.
*  Didn't  have  a ride  from  Bloomington  to  Apple  Valley-
Called  in  and  they  scheduled  me  for  another  date  and  time.
*  Working  at  time-rescheduled  and  made  it.
*  Yes,  due  to  the  fact  I had  to  drive  so  far.  So  St  Paul  isalot  closer  than  Apple  Valley.
*  You  never  sent  a new letter  or  date  to  come  to  Probation
after  new conviction.  Your  fault,  not  mine!
*  I  lost  track  of  the  date  of  one  of  my meetings,  and  I
called  here  for  two  weeks  straight  leaving  messages  for
i al ia".  .:'
ii .
APPENDIX  Il-  Cont'd
omeone  to  call  & let  me know  when  it  was,  but  no  onealled.  Are  any  people  here?
 Only  one.  There  was  a  family  memberick  in  Texas.
 1.  My  back.
2/17/94--9:30  #13,  COn'td)
 Could'nt  coordinate  meeting  with  work  schedule.
I  could  not  get  here  because  of  the  location.
One
Not  given  date  slip  for  next  meeting.
Miss  communication  with  Probation  Officer.
Forgo'L.







My  mother  died,  and  I  waas  at  the  hospital.
Unable  to  get  off  work.  Drive  truck  for  a  living.
Forgot-Would  be  nice  to  have  something  sent  in  the  mailEore  meetings.
9o  drivers  lic
Last  month
t  ime
:ick  once  but  making  up  tonight
o  ride
issed  one  because  I  forgot  when  it  was.
acause  of  ( ) & unable  to  drive.
sine  to  second  one
APPENDIX  II-Cont'd
*  One,  but  I  called  and  explained.
*  I have  missed  2 scheduled  ones,  but  have  always  showed  upfor  the  next  remake  session.  Like  this  time  for  example.
*  Work  related-Rescheduled
 all  meetings.
*  First  meeting  could'nt  get  here.  I'm  an  "over  the  road'truck  driver.
*  Got  busy  & forgot  the  date.
*  2 (5)  minutes  late  Could  not  go  in
2/17/94  --7:00  PM PSC session,  #13
*  3 months  is  to  long  for  me  to  remember.
*  Since  I  have  no  one  who  will  babysit  and  no  license  I  havetrouble  getting  here.
*  First  meeting--Forgot.
*  Only  one.  I  misunderstood  the  counselor  last  mtg.
*  Had  my  days  of  appointmnets  mixed  up.
*  Since  daughters  birth  5 months  ago-  I've  mjssed  two.
*  Forgot.
*  Forgot.
k By  the  time  I  have  my next  meeting  I  cant  find  my paper  onvhen  to  go  because  of  the  time  lapse.
No  transportation.
Got  violated-l  night  in  jail-was  trying  to  consolidateby)  Henn  Co  where  I  live
Forgot  in  time  span-  No  notification  sent  as  reminder.
First  one-  I  forgot  about  it.  I  also  had  been  movinground  a  lot.
APPE'aIX  II
Resonses  to  Question  #17:
"What  about  the  Probation  Service  Center  has  been  mosthelpful  to  you?"
2/17/94--9:30  PSC session
*  The  cooperation  & understanding  of  XXX  due  to  Mr.  XXX
XXXXXX  not  having  time  to  do  his  homework  and  or
overworked,  and  also  we  had  a  communication  problem.  That  as
you  know  is  why  I  missed  a  couple  of  meetings.
*  Wasting  my  time  while  I'm  getting  sick  on  your  feet
*  It's  convenient.  Location  and  the  ease  of  attending  the
meetings
*  Location
*  No  comment
*  The  people  are  helpful
*  Location
*  Not  sure
*  Convenient  location
*  Information  given  in  sessions
*  Easy,  as  every  4  months
*  None
*  Location,  speedy  meetings
APPENDIX  II-Cont'd
Question  #17--2/17/94,  9:30  PSC session  (cont'd)
*  Learned  how to  accept  the  responsibility  of  a  citizen  and
think  things  out  before  acting;  Money  management,  etc.
* That  they  tell  you what  you need  to do,  when  to  get  it
done  by,  and
*  Helping  get  my  life  on  track
*  Location
*  Times  of  meetings;  Service  Center  being  new.
*  I  like  it.
*  Explain  probation  issues  very  well.
*  Very  informative.
*  They  have  been  very  helpful.
*  Location
*  It's  wisely  spent  time.
*  It  is  a  constant  reminder  of  what  I  did  wrong
*  No  opinion
*  Length  of  time  between  meetings
*  Cooperative  officers
*  They  have  been  very  helpful  in  my  case.
*  Length  of  time  it  take  sout  of  my  schedule
*  rlocation




Question  #17-  2/17/94,  9:30  PSC  seasion  (Cont'd)
*  Videos
*  Probation  officers
*  Not  helpful
*  None
*  Staff;  personnel  are  helpful.
*  I have  been  exposed  to  new  information
* Helped  me to  learn  the  law,  and  obey  it  fully
*  They  haven't  bothered  me
2/17/94-5:30  PSC  session
(Ques.  #17)  -  Cont'd
*  Keeps  me  in  line  and  out  of  trouble
* Group  meetings,  location,  convenient  times,  friendly  PO's
*  Location
*  Convenient  location
*  XXXXXXX,  Apple  Valley-just  great!
*  Location  and  access  and  flexibility
*  The  probation  officers
*  The  flexible  hours  during  the  day
*  Info  on  getting  license
APPENDIX  II-Cont'd
2/17/94-  5:30 PSC session,  Ques # 17  (cont'd)
*  H@thing
*  chemical  dep
*  Not  to  drink  &  drive
t  Visiting.




geminds  myself  about  the  trouble  and  all  the  pain  my
family  and  friends  have  been  put  through
Helped  me  understand  what  I  had  to  do
Varied  times  to  come
I  now  realize  how  stupid  I  was  to  get  into  trouble.  And
how  important  itis  to  stay  out  of  trouble.
Informative;  they  try  to  help
No  comment
The  videos,  the  company
Meetings  3-4  months  apart  allow  you  to  have  a  life
I  really  enjoy  the  speakers;  they  are  very  interesting
A.A.  regulation  to  quit  drinking
Time  span  between  sessions




11111% liii  Illlli,,
APPENDIX  II-  Cont'd
2/17/94-5:30  PSC Belgian,  QtleS.  # 17  (COntld)
*  Apple  Valley
*  They  have  been  very  helpful
*  Kept  me  responsible
*  Choice  of  times
*  More  than  one  meeting  per  day
*  Easy  to  find
*  None
*  Their  willingness  to  listen
*  Getting  me  started  on  my  recovery
*  Times/only  3 times  a year
*  Easy  location
*  Galaxie-Apple  Valley  library
*  Being  able  to  discuss  ISSUES  with  p.o.
*  None
*  No  problem
*  This  is  only  my  second  meeting!
*  To  figure  out  what  I  have  left
*  Location,  time  of  meetings,  only  having  t9o  go  every  4
months
*  :t's  flexibility
*P.0.s
*  The  speakers
*  Speakers  helps  alot
II llllullljljlljl,l-.
APPENDIX  II-Cont'd
2/17/94-  7:00  PSC Session,  Quest  # 17
*  The  helpful  p.o.
*  Probation  Officers
*  Information  from  speakers
*  Get  off  probation
*  location/close  to home
*  Time  between  meetings
*  The  Monitoring  Unit
*  The  door  here  always  has  been  open  if  I  had  any  questions
or  needed  help
*  Everyone  seems  to  be  caring  and  willing  to  help
*  Flexibility
*  Mandatory  sessions  aren't  as  frequent  if  your  attendance
is  good
*  The  NA meetings  that  I  attend
*  Don't  have  to  come  in  as  much
*-PO's  are  very  helpful
*  Different  topics  have  been  of  interest  & helpful
*  1st  meeting
*  It  help  me  to  quit  drinking
*  The  ex-biker,  junky-drug  addict-imprisoned  speaker  we  had
*  It  made  me  look  for  work
*  Nothing
*  Good  help
APPENDIX  II-Cont'd
*  Quickly  over
*  convenient
*  All
!espouses  to  Question  @ 18-  "  What  about  the  PSC  has  been
.east  helpful  to  you?"
:/17/94  - 9:30  PSC session
Waiting  to  see  Pa
Location
(Re:times  offered)  None.  I  work  10-7PM.  I  have  to  take




Calling  on  the  phone  to  them-always  answering  machine
It's  too  crowded
Seeing  different  Pa's  and  having  to  explain  the  same  thing
verytime
WFl',1pg  for  PO;  iength  of  meeting
Requirements  that  are  scgetimes  difficult  (required
.ocuments,  etc.  )




- Th-e-distance  from  home;  crowded  into  small  areas.  No
rivacy  !
Location




No  ( ? )
Oi!i:'):
2/17/94  - 9:30  PSC session,  Question  ,# 18  (cont'd)
*  Time  of  meetings
*  Inconvenience  with  job
*  None
*  Too  much  of  a hassle  to  see  Pa
*  Amount  of  time  spent
*  Distance
*  None
*  Probation  people  are  very  busy
'To  comment
*  Too  mad:"  people
*  None
*  Taking  time  off  when  yov  a.='ork  10-9  almost  every  day
*  Location
*  The  map  should  be more  exact
2/17/94-5:30  PSC session,  Question  #18
*  Money
*  None
*  This-  is  my  2nd  meeting




*  The  way  you  get  treated  for  misunderstandings
*  No  problems




*  Have  trouble  making  phone  contact
(cont'd)
*  Non.'
*  NeVer  5iderstanding  who are  my probation  officers  by name;





= Too  large  and  unfriendly.
*  NOt  personalj-zed  enough  kO  aSk  qoaes=4ons  and  flnd  Stuff
out.
*  Location
*  Location.  It  costs  me '450  -  in  taxi  fares  each  time
*  Waiting  in  line  for  probation  officer
*  Too  crowded
*  Nothing
*  Lost  time  at  work
*  Anger  con
*  Too  crowded;  not  helpful  at  all
*  Films
*'Trying  to  contact  my probation  offi.cer  face-to-face
*  The  meetings  didn't  pertain  to  my situation
*  Too  many  at  one
2 /  17  /  9 4 - 5 :3  0 PSC Question  #18  (cont'd)
*  Try  to  call;  hard  to  get  through
*  Crowded  sessions  '
*  Location  Public  transportation  is  poor  to  this  area  at
most  times
*  Crowded  meetings
2/17/94-7:00  PSC session,  Question  #18
*  Distance  from  home
*  None
*  Nothing
*  The  lack  of  time  in  my  life  to  do  anything  extra  than  the
daily  schedule.  Sometimes  the  meetings  are  too  long.
"an't  know
*  1st  meeting
*  Officers  somtimes  not  very  infor'med  or  friendly
*  Location;  Review  sheets  are  always  dsifferent  from  each
appo  intment
*  They  sometimes  don't  listen  when  told  certain  things  about
m\  'gro5aa:x0n
*  Nothing
*  Length  of  each  session;  Too  many  people
*  The  Service  Center  has  not  been  helpful  to  me because  I'm
employed,  and  have  never  b@en  in  trouble  before.  I just
needed  to  complete  my  community  service  and  make
restitution.
*  None
*  Time  between  meetings-kind  of  like  a dentist  unless  I use
a  calender  regularly.  I  darn  near  forget  about  the  meetings
*  Find  the  time
2/17/94  - 7:00  PSC session,  Qustion  #18  (cont'd)
*  Information  on  who  I  should  be  paying
*  For  lack  of  tardiness
*  Finding  sitters  to  come  to  meetings
*  The  time  it  takes  to  drive  here
*  None
*  Trying  to  get  off  probation  or  go  on  paper
*  Nothing
APPENDIX  II
Question  #  19:
"Are  there  other  ways  that  the  Probation  Service  Centercould  be  of  help  to  you?"
2/17/94-9:30  PSC session,  Ques.  #19
*  Give  out  numbers  when  entering  so you  can  see  a probationofficer  on  a  first  come,  first  serve  basis
*  Have  a  couple  of  days  instead  of  one
*  A  little  more  time  with  each  individual  to  visit  aboutthings
*  Do  it  by  phone
*  No  comment
*  No




*  Job  locator
*  To  be  more  flexible  with  the  days  they  meet
*  No
*  They  could  spend  more  time  with  you  if  tou  do need  someoneto  talk  to  about  a  situation
*  No  thanks
*  No
*  There  are  several  legal  and  systems  connections  betweenPublic  Safety  Dept  & the  Court,  but  very  littlecommunication  between  the  two.
*  Have  more  P.O.s  available
*  No
*  No
*  Just  like  to  get  it  over  with
2/17/94-9:30  PSC session,  Question  #19  (Cont'd)
*  No
*  Give  answers  that  you  are  sure  of  so  I  don't  get  into  anymore  trouble
*  No
*  Don't  know
*  More  P.O.'s
*  Yes,  Return  calls!




*  Transfer  people  to  county  in  which  they  live
*  Be  more  specific  with  when  I'll  be  done
*  Provide  child  care
*  Move  to  S.  St.  Paul  or  W.  St.  Paul
*  Keep  up  good  work
2/17/94-  5:30  PSC Session,  Question  #19
*  Maybe  to  offer  classes  for  specific  subjects
*  None
*  If  so,  I  cannot  think  of  one
2/17/94-5:30  PSC session,  Question  #19  (Contia)
*  No
* If I could get in contact  when I have a question
*  Closer  to  home
*  OK
*  Funds  for  health.  Court  costs!
*  No
*  More  life  experience  stories
*  No
*  Shorter  sessions
*  Finding  inexpensive  counseling
* More to a location  on a busline.  S St Paul or W St  Paul
*  No
* Not personalized  enough to ask questions  and find  stuffout
*  No  life's  good





* Assign  someone  on calls  during  business  hours  ff-,;information
*  No
*  More  meeting  places
APPENDIX  II-Cont'd
2/17/94-  5:30  PSC Session,  Question  #19  (COnt'd)
*  None
*  No
*  No  problems
*  Closer  to  home/child  care
*  No
*  No
*  Be  close  to  home
*  No
*  This  is  my  second  meeting
*  None




*  Tell  me  why  I  can't  get  off  pro  or  go  to  paper.
*  Don't  know.
*  Calling  instead  of  having  to  be  here.
*  No
*  No
*  Send  out  reminders
*  No
*  I  would  like  to  see  some  classes  available
*  Job  placement;  Better  communication  among  counselors  at
Ramsey  County-Dakota  County
2/17/94-7:00  PSC  session,  Question  #19  (Cont'd)
*  Offer  sessions  which  encourage  better:  Parenting;Education  and  Health
*  Offer  me  a  ride  would  help
*  None
*  More  answers
*  No
*  I  have
sessions
a  small  child  &
faster  it  would
Age  of  Clients
Age  of Groups
i,,l 18-25  % 26-35 36-45 46-55  E,"156 and up Missing








Helpfulness  of Probation  Officer
Perceived  Helpfulness








Levels  of  Satisfaction
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